THE TOSCA PROJECT AND SYMPOSIUM

Call Centres in Europe

The TOSCA Project

The development of a global information economy is bringing about a transformation of many aspects of working life, but perhaps no new form of work has provoked as much controversy as the call centre.

Does call centre employment open up exciting new opportunities for knowledge-based work?  Or is it a return to the stressful and monotonous working conditions that typified factory employment in the past?  Given that an estimated two million Europeans already work in call centres, such questions have major policy importance.

TOSCA is the first project set up at a European level to carry out systematic research on the social conditions in call centres.  It is also unique as the only trade union-led project funded under the European Commission’s Information Societies (IST) Programme.

TOSCA stands for Table d’Observation Sociale des Centres D’Appels. TOSCA was initiated by the French social and economic research institute ISERES and is co-ordinated the European Trade Union Confederation (ETUC).

The TOSCA partnership covers,

Belgium
Bulgaria
France

Germany

Ireland

Italy

Spain

United Kingdom

The results of the TOSCA research will be presented to an international Symposium jointly convened by the ETUC and CGT. The Symposium will take place on 24th September 2002 in Paris, on the eve of the eWork in Europe 2002 conference.

The Symposium will address the interests of policy-makers, human resource managers, trade unionists, training providers, recruitment consultants and other stakeholders committed to developing good practice in call centre employment in Europe.

Through the opportunities that will be available for question and discussion at the Symposium, it also offers to key actors the possibility to make comments and help to refine the final conclusions of the TOSCA project.

Further details of the TOSCA project may be found on the project web site:  http://www-it.fmi.uni-sofia.bg/TOSCA
Call Centres in Europe

An ETUC – CGT Symposium

24th September 2002
Venue

CGT 

263 Rue de Paris

93516 Montreuil

Paris

Programme

	09.30


	Registration
	

	10.00 
	Welcome and Opening of Symposium
	Peter Johnston, European Commission, DG Information Society, Head of Unit C1



	10.45
	Presentation of the Draft TOSCA Report Handbook


	Ursula Huws, Analytica, UK – TOSCA Project

	11.30
	TOSCA Project Partner Up-dates and Reports of New Initiatives with the Opportunity for Questions 


	CWU, Ireland

ISERES, France

IFSI, Belgium



	12.30
	Buffet Lunch – provided by the TOSCA Project


	

	14.00
	TOSCA Project Partner Up-dates and Reports of New Initiatives with the Opportunity for Questions


	IRES, Italy

Sofia University, Bulgaria

ISA-Consult, Germany

FOREM, Spain



	15.00
	Open Discussion


	

	16.00
	Summation and Conclusions
	CGT and ETUC



	16.30
	Ends
	


The working languages of the Symposium will be French and English. Simultaneous interpretation will be provided.

There is no fee for attending the Symposium and a buffet lunch will be provided free of charge.

For security reasons you are asked to please register in advance for the Symposium.

Registration Form – TOSCA Symposium

Please complete the following details and return the form to the address indicated.

Name:





Organisation:

Address:

Telephone no.




E-mail:

Please return the registration form to:

Jocelyne Boubert (boubert@iseres.org)
ISERES/CGT

263 Rue de Paris

93516 Montreuil Cedex

France

