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.H\�PHVVDJHV

The recent slow-down in certain segments of the Information and Communications
Technologies(ICT)sector should not obscure the FRQWLQXRXVO\� JURZLQJ� LPSDFW� RI
WKH�,QIRUPDWLRQ�6RFLHW\�RQ�HPSOR\PHQW: Since last year, basic ICT usage for work
increased by a fifth in the EU, and the lack of ICT and e-business experts remains a

real concern.  Increasing volatility is making it difficult to
forecast demand accurately.

Survey results highlight the SRVLWLYH� LPSDFW of the
Information Society (IS) RQ� WKH� TXDOLW\� RI� MREV –
particularly in terms of increased responsibilities, adaptable
skills, new forms of work organisation, additional
opportunities for flexibility and
work-life balance as well as for e-
Inclusion facilitating access to the
labour market.

However, WKLV� TXDOLW\� SRWHQWLDO� LV� VWLOO� IDU� IURP
EHLQJ� H[SORLWHG. Less than a third of the EU labour force
has ever received any ICT WUDLQLQJ. Only a small share
receives continuous up-dates. Furthermore, there is still too
much focus on  technical applications – training in
contextual skills, necessary for effectively benefitting from IS workplaces, is limited.

At the level of IS experts, more emphasis should be put
on YRFDWLRQDO� WUDLQLQJ: reskilling workers and
unemployed to take up vacancies in high quality ICT
and e-business jobs. 7DUJHWLQJ�ZRPHQ for these jobs is
particularly important: their share of ICT jobs is less
than a quarter, and still lower at higher levels. .
Encouraging girls and women to choose scientific /
technological studies during formal education is a key
aspect.

Job quality is much higher if the introduction of ICT is combined with RUJDQLVDWLRQDO
FKDQJHV� and if workers are consulted – conditions which are experienced by only a
quarter of EU workers. The report stresses the advantages for holistic approaches to
changes in work organisation. To benefit from
IOH[LELOLW\�JDLQV in IS jobs, QHZ�ULVNV to the worker's
security and work-life balance need to be prevented.
Framework agreements on telework are particularly
important. Survey data underline that five times more
are interested in telework than the actual number of
declared teleworkers. Mobile technologies will further
expand the e-work potential.

In today's economic climate it is DOO� WKH�PRUH
QHFHVVDU\�WR� WDS�WKH�SRWHQWLDO�RI�,QIRUPDWLRQ�6RFLHW\�MREV�IRU�PDQDJLQJ�FKDQJH
and for sustaining the next economic up-turn. Based on an exchange of practices, the
High Level Group (6',6, composed of representatives of the Member States,
identifies the quality drivers of Information Society jobs and draws SROLF\
FRQFOXVLRQV, set out at the end of this report.

�

45

53

40

45

50

55

60

Nov.
2000

Oct.
2001

&RPSXWHU�XVHUV

�IRU�ZRUN�(% EU workers)

�

���

% EU 
labour
force with ICT
training during
last 12 months, 
Eurobarometer Oct. 2001)

/DFN�RI�FRQWLQXLW\�LQ�
,&7�WUDLQLQJ

26,2

5,4

LQWHUHVW�LQ

WHOHZRUN

WHOHZRUNHUV

% of EU workers 
(Eurobarometer)

81

27

ICT +organisational
change

ICT introduction
without change

% of responses indicating 
increase of job quality

,&7���RUJDQLVDWLRQDO�FKDQJH

 �LQFUHDVH�LQ�MRE�TXDOLW\�



1

,QWURGXFWLRQ

The headlines of the Information Society (IS) have markedly changed. Euphoric
claims of a "new economy" paradigm and seemingly infinite opportunities for on-line
business seemed to fade away as the "e-bubble" burst – most visibly characterized by
the crash in technology stocks, the bankruptcy of numerous dot.coms and a slow-
down in core  Information and Communications Technologies (ICT) industries.
Consolidation in 2001 was severe but cyclical. As to employment, reports on
abundant ICT vacancies and the plea for filling this skills-gap have been removed
from frontpages (though prevailing as a real concern), as news about lay-offs in the
ICT sector and dot.com companies became topical.

«�WKH�,QIRUPDWLRQ�6RFLHW\
V�LPSDFW�RQ�MREV�LQ�D�FKDQJLQJ�HQYLURQPHQW�«

The report confronts this changing climate with an analysis of the IS' fundamental
impact on employment. Tracking progress since last year's "Benchmarking Report"1,
it verifies the basic assumptions and major policy objectives set-out in the �6WUDWHJLHV
IRU� -REV� LQ� WKH� ,QIRUPDWLRQ� 6RFLHW\"2. The report addresses different levels of IS
jobs, defined here as all jobs for which ICT are a basic tool in delivering work, and –
but distinguished from them – jobs which require expertise in ICT and/or e-business.
The term "Information Society" is used throughout the paper to focus on ICT. It thus
addresses key elements, but not all aspects of the broader impact of the "knowledge-
based economy" on employment.

����,QIRUPDWLRQ�6RFLHW\�MREV�DV�D�GULYHU�IRU�TXDOLW\�DQG�FKDQJH����

But the report does much more than up-dating last year's benchmarks. The second part
focuses on the ,QIRUPDWLRQ�6RFLHW\
V�FRQWULEXWLRQ�WR�HQKDQFLQJ�TXDOLW\�LQ�ZRUN.

The "Lisbon Strategy" highlighted the link between "more and better" jobs. This has
recently been addressed by the Commission's TXDOLW\� LQLWLDWLYH3 in line with the
Social Policy Agenda. In response, the importance of quality in employment policy,
has become an explicit concern of the Employment Guidelines for 2002, supported by
a set of quality indicators.4 In this context, the Council acknowledged the importance
of ICT access and training by including it in the indicator list.5

                                                
1 Commission Staff Working Document "Benchmarking Report following-up the ’Strategies for

jobs in the Information Society’", 7.2.2001, SEC (2001) 222; for this and other relevant
documents on IS jobs see the ESDIS site: http://europa.eu.int/comm/employment_social/soc-
dial/info_soc/esdis/index.htm

2 COM (2000) 48
3 4XDOLW\�HPSOR\PHQW, as defined in the Commission’s  Communication "Employment and

social policies: a framework for investing in quality" (COM (2001) 313 of 20.6.2001), refers
to FKDUDFWHULVWLFV�RI�WKH�MRE�LWVHOI (including e.g. job satisfaction, remuneration, working time,
skills and training, career perspectives, job content, match between jobs characteristics and
worker characteristics) as well as to the ZRUN�LQ�WKH�ZLGHU�ODERXU�PDUNHW�FRQWH[W (e.g. gender
equality, health and safety at work, flexibility and security, access to jobs, work-life balance,
social dialogue and worker involvement, diversity and non-discrimination)

4  Council Decision of 18 February 2002, published OJ L 60, 1 March 2002, p.60
5 as a context indicator of quality dimension 2 – skills, life-long learning and career

development, Report by the Employment Committee on indicators of quality in work



2

To support this� policy debate, the report elaborates how IS jobs VWLPXODWH� DQG
LQQRYDWH�TXDOLW\� in work. It shows the benefits of IS workplaces for enhancing the
adaptability of workers and for UHGXFLQJ their YXOQHUDELOLW\� WR� FKDQJHV� LQ� WKH
ODERXU�PDUNHW��However, it also addresses�QHZ�ULVNs for quality work due to the IS
and highlights the need to DQWLFLSDWH�DQG�SUHYHQW them.

One focus is ICT skills but the Information Society creates demands for other types of
skills, both basic and advanced, which also have implications for employment and job
quality.

The whole report draws on an exchange of views and policy practices among
UHSUHVHQWDWLYHV�RI�WKH�0HPEHU�6WDWHV�LQ�WKH�+LJK�/HYHO�*URXS (PSOR\PHQW�DQG
6RFLDO�'LPHQVLRQ�RI�WKH�,QIRUPDWLRQ�6RFLHW\ �(6',6���D�JURXS�RI�H[SHUWV�VHW�XS
DIWHU�WKH�/LVERQ�6XPPLW��LW�DOVR�and presents data from a new Eurobarometer survey
on "ICT and work" in October 2001.

½ 3DUW�$ provides an RYHUYLHZ�RI�FXUUHQW�GHYHORSPHQWV�RI�,QIRUPDWLRQ�6RFLHW\
MREV�DQG�WUDLQLQJ� both at the levels of basic users and experts.

½ 3DUW�% addresses the VSHFLILF�TXDOLW\�HOHPHQWV on which Information Society jobs
impact, and their UHOHYDQFH� IRU�PDQDJLQJ� FKDQJH� The sections largely follow
the dimensions of the EU’s general approach to "quality in work":
– the IS's effects on the intrinsic job quality (B.1.),
– the conditions to fully exploit the potential of IS skills (B.2.),
– work organisation and its linkage to the introduction of ICT (B.3.),
– ICT induced opportunities and risks for flexible work arrangements and work-

life balance, with a specific focus on progress in telework (B.4.),
– the urgency to overcome the gender gap in IS jobs (B.5.),
– the potential of "e-Inclusion" for facilitating access to the labour market (B.6.),
– the prevention of new health and safety risks due to work with ICT (B.7.),
– the opportunities for e-dialogue in industrial relations (B.8.).

➣�3DUW�& presents FRQFOXVLRQV�
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3DUW�$�7KH�GHYHORSPHQW�RI�,QIRUPDWLRQ�6RFLHW\�MREV

The impact of ICT on employment is further rapidly expanding, both at the level of
EDVLF�XVDJH�and in some segments of ,6�H[SHUW�MREV6.

����,&7�XVHU�MREV�VLJQLILFDQWO\�LQFUHDVHG�VLQFH�ODVW�\HDU����

More than half of EU workers
use computers for their jobs, and
this number is continuously
growing – by about D�ILIWK�VLQFH
ODVW� \HDU. Three out of four
white collar workers are ICT
users. However, ICT penetration
among manual workers is still
worringly low, presenting a
serious barrier for their
adaptability. Though ICT usage

is increasing throughout the economy, its intensity differs across sectors7 and the up-
take is much lower in small and medium sized enterprises (see B.2).

Marked differences among the Member States prevail, but SURJUHVV is overall
encouraging and SDUWLFXODUO\� VLJQLILFDQW� LQ� VRPH�FRXQWULHV which were below the
EU average
last year.8

                                                
6 IS experts defined as ICT and e-business specialists, including different education/skills levels

- university (3rd level) or technical (2nd level) education or with specialised vocational training.
7 see EITO report 2001, 139 pp; European Commission, Communication on the impact of the e-

economy on European Enterprises: Economic analysis and policy implications, COM (2001)
711

8 Eurobarometer have the advantage of an EU-wide survey with samples of about 1000
interviews per Member State. However, readers are reminded that survey results are
estimations within confidence-limits of up to 3 % for samples used by Eurobarometer. For
these confidence limits, a slight decrease compared to last year, as e.g. for Portugal in the
above chart, may not necessarily imply a decrease in actual numbers.
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User jobs are increasingly QHWZRUNHG, with about three out of four computer users for
work accessing the Internet.9
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Digital skills are more and more a must for the HPSOR\DELOLW\�DQG�DGDSWDELOLW\�RI�DOO
ZRUNHUV��More than 90 % of users perceive computers and the Internet as important
IRU� GRLQJ�� JHWWLQJ� RU� NHHSLQJ� D� MRE. But even a significant share of non-users
underlines the importance of ICT for employment�

&RPSXWHU�,QWHUQHW�XVH�LV�LPSRUWDQW�IRU����
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However, only 29 % of the EU labour force indicate to have ever had a FRPSXWHU
WUDLQLQJ for a job. As appropriate and continuous training is essential for fully
exploiting the potential of ICT, this indicator UHPDLQV� VHULRXVO\� ORZ�� WKRXJK there
has been a VLJQLILFDQW�LQFUHDVH�VLQFH�ODVW�\HDU. These aspects of life-long learning in
IS skills are further elaborated in VHFWLRQ�%���

                                                
9 for a detailed analysis of Internet usage and digital divides among the EU population see the

Commission Staff Working Paper on "e-Inclusion", SEC (2001) 1428; for the eEurope
benchmark of Internet access in EU households see the [Communication on eEurope
benchmarking, February 2002].
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����WKH�(8�SROLF\�IUDPHZRUN�LV�LQ�SODFH����

As a firm response to the EU’s Lisbon Strategy, the (PSOR\PHQW� *XLGHOLQHV (for
2001 as well as for 2002) broadly integrated Knowledge Society objectives.10 For the
first time in 2001, Member States were asked in their National Action Plans for
Employment to set out in detail, alongside their life-long learning strategies, their e-
learning strategies for all citizens (*XLGHOLQH� �). Social Partners were specifically
called upon to establish the conditions for giving every worker the opportunity to
achieve information society literacy (*XLGHOLQH� ��). Further, ICT training has been
highlighted as facilitating the access to the labour market for unemployed and inactive
people and reducing skills gaps (*XLGHOLQH��).

In response, most 1DWLRQDO�$FWLRQ�3ODQV�RQ�(PSOR\PHQW����� included measures to
SURPRWH�,&7�VNLOOV, often with a priority for disadvantaged groups and as part of a
cross-cutting e-strategy. Upgrading the ICT skills of teachers and trainers is
considered a priority, as are internet access and computer equipment for educational
establishments. In some countries ICT training has started to be incorporated to a
larger extent in activation measures. +RZHYHU, the Joint Employment Report 2001
also concluded, that there was WRR�OLWWOH�HPSKDVLV in the National Action Plans 2001
on enhancing the ,6�OLWHUDF\�RI�ZRUNHUV within the activities of the Social Partners.

With the active support of the Member States, considerable progress has been
achieved in implementing the first set of goals of the H/HDUQLQJ�$FWLRQ�3ODQ (2001-
2004) which promotes a multi-dimensional approach to effectively integrating ICT in
education and training systems.11e-Learning is part of the priorities of the e-Europe
2002 Action Plan.� A first Interim report highlights eLearning activities of the
Commission and other European institutions in 2001.12 Further, a study benchmarking
ICT usage in schools and by teachers has been presented.13 Almost all schools have
Internet access, but attention should shift to better connections and wider educational
use of ICT. Internet access is not enough. It is important that schools have the
equipment and resources to allow convenient and appropriate use of ICT by teachers
and pupils.. Though the vast majority of WHDFKHUV has become digitally literate, their
training should particularly stimulate the DSSOLFDWLRQ�RI� ,6� WRROV across educational
subjects. Progress in "learning with ICT to learn" is still limited, but will be essential
for the adaptability of the future workforce.

In promoting skills, training and the knowledge-based economy, the European Union
also backs up its aims and priorities with financial support from the�(XURSHDQ�6RFLDO
)XQG��From now until 2006, over 12 billion Euro from the Fund has been earmarked
for life-long learning initiatives. For the so-called ’Objective 1’ regions, the poorest
regions in Europe, an estimated 6 billion in Community Funds will go towards
encouraging access to the knowledge society. �����WKH�JDS�LQ�,6�H[SHUW�VNLOOV�SHUVLVWV��
                                                
10. Council Decision of 18 February 2002, published OJ L. 6O,1 March 2002, p.60
11 Further to the Commission’s HLearning Initiative in May 2000, the HLearning Action Plan was

adopted in March 2001; the Council resolution of 13 July 2001 (OJ C 2001/204) reaffirms the
importance of e-learning – see http://europa.eu.int/comm/education/elearning/doc_en.html

12 Commission Staff Working Paper: e Learning: designing tomorrow's education. SEC (2001)
236, 28.2.2002.

13 Commission Staff Working Paper: eEurope 2002 Benchmarking – European youth into the
digital age, SEC (2001) 1583 – it presents Eurobarometer data developing further the
indicators on ICT in schools of the ESDIS Benchmarking Report of February 2001;
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OD\�RIIV� DUH� OLPLWHG� WR� FHUWDLQ� ,&7� VHJPHQWV� DQG� SUHGRPLQDQWO\� DIIHFW� ORZHU
VNLOOHG�ZRUNHUV����

Until 2001, the ,&7�VHFWRU has clearly been among the highest growing segments of
knowledge-based employment. Overall, the knowledge-intensive and high-tech
sectors were the PDLQ� GULYHUV� RI� HPSOR\PHQW� LQ� WKH� (8, with 60 % of all jobs
created between 1995 and 2000, and 1.6 million new net jobs in 2000 alone.14

Employment in “Computer and related activities”15�– one of the several components
of these sectors -�grew at yearly rates above 13 %.

(PSOR\PHQW�JURZWK�LQ�KLJK�WHFK�VHFWRUV�DQG�RWKHUV�����������
�DYHUDJH�DQQXDO���FKDQJH��WRWDO�HPSOR\PHQW�������

�����

����

����

����

����
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�����

,5/ / ),1 ( 1/ 6 8. (/ , (8 ) '. % $ ' 3

+LJK�WHFK�VHFWRUV 2WKHU�VHFWRUV 7RWDO�RI�VHFWRUV��ZHLJKWHG�

Source: LFS, Eurostat.

For 2001, this growth  was significantly lower, as economic slow-down particularly
affected some ICT segments, like IT manufacturing and telecoms. The ICT market
grew by 5.1 % in the EU compared with only 0.5% in the USA. Growth is expected to
increase again from mid 2002. In fact, the ICT sector has seen the single largest
number of redundancies in any sector. Almost 150. 000 job losses were announced

between February and
November 2001 in Western
Europe. Of these, five of the
biggest ICT companies in
Europe (Alcatel, Ericsson,
Siemens, British Telecom
and Telecom Italia)
announced more than
100.000 job cuts. As ICT is
a typical investment good,
economic slowdown
immediately reduced
demand which will probably
go back when the economy
picks up again,

reaccelerating the demand for ICT skilled workers in the coming years.

                                                
14 For an extensive analysis of employment in knowledge-based economy see European

Commission, Employment in Europe 2001, July 2001 and its "Autumn Update", December
2001

15 according to the the LSF-EUROSTAT terminology.
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However, this FXUUHQW� VORZ�GRZQ� LQ�VRPH�VHJPHQWV of the ICT sector, should not
obscure the SHUVLVWLQJ�RYHUDOO�,6�VNLOOV�VKRUWDJH� which continues to be D�VLJQLILFDQW
EDUULHU. It needs to be stressed that the employment growth in this sector over the last
years (see above) was much higher than the job losses over the last months.
Furthermore, analysis provided by ESDIS members underlines that the largest share
of recent UHGXQGDQFLHV� LQ� ,&7� LQGXVWULHV�FRQFHUQHG� ORZ�VNLOOHG� ODERXU, while IS
experts were considerably less affected.

There are also positive IDFWRUV�GULYLQJ�WKH�(XURSHDQ�,&7�DQG�H�EXVLQHVV�PDUNHW,
and hence the demand for skilled labour:16

• First, e-business is proliferating in traditional business, and more and more also in small
and medium sized enterprises (SME) though sectoral differences prevail.17 This creates
new work related to the strategic development and implementation of e-business
solutions, within the software segment, IT consultancies, service providers as well as
directly within the applying companies. In line with this trend, there is an increasing
adoption of Internet-centric solutions and a boost in system integration and IT services
across economic sectors. Further, broadband diffusion enables more advanced
Internet/multimedia applications and services.

• In this context, software remains the fastest-growing segment of the ICT sector – with
growth rates expected still over 10 % according to recent industry-led research.18 Further,
the introduction of unmetered Internet access, which could eventually be a result of the
so-called unbundling of the local loop, should favour consumer and professional usage.
And finally, e-government programmes at national, but notably also at local levels, are
positively affecting the demand on the ICT market.

One frequently quoted estimate expected the number of unfilled vacancies in ICT and
e-Business jobs in Western Europe to rise from 2.2 million in 2001 to 3.7 million in
2003 (of which 1.7 million ICT skills, and 2.0 million e-business skills)This was
revised downwards in mid 2001 to be 1.1 million ICT skills in 2002 rising to 1.6
million ICT skills in 200419. Though some caution is suggested with respect to these
figures, as the methodology used is not transparent and this forecast does seemingly
not relate  demand to actual wage levels,20 the basic message of FRQWLQXLQJ� WLJKW
ODERXU� PDUNHWV� IRU� �FHUWDLQ� SURILOHV�� RI� ,&7� DQG� H�EXVLQHVV H[SHUWV is also
confirmed by other analyses.

Most ESDIS representatives, on the basis of national research or more anecdotal, but
up-to-date reporting from employment services, highlight that IS skills shortages are
still significant in their Member States, affecting particularly IT software, IT services
and e-business skills.

                                                
16 see EITO report up-date, 22 October 2001
17 European Commission, Communication on the impact of the e-economy on European

Enterprises: Economic analysis and policy implications, COM (2001) 711
18 ibid.
19 EITO/IDC 2001
20 see European Commission, The EU Economy 2001 Review, chapter 6.
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An important advantage of the above EITO/IDC study is its emphasis not to HTXDWH
,6�H[SHUW�VNLOOV�GHPDQG with vacancies in the ICT sector proper, but to stress their
UHOHYDQFH�DFURVV�WKH�HFRQRP\.

Fig. ICT Labour Market in Denmark
,&7� VNLOOV� FKDOOHQJHV� EH\RQG� WKH
ERUGHUV� RI� WKH� VHFWRU are also
highlighted in a detailed report
issued by the 'DQLVK�government�on
the Danish ICT labour market. More
than half (57 %) of IT [H[SHUW] jobs
are in other sectors than ICT. Only
28% of IT jobs are held by workers
with an IT degree and 37% of the
53,000 employed with an IT degree
neither have an IT job nor work in
the sector. It should be added, that
this study only refers to core ICT
jobs, leaving aside an increasingly
important share of e-business jobs.

����DV�MRE�FXWV�DQG�YDFDQFLHV�FR�H[LVW��PRUH�WKDQ�HYHU�,6�WUDLQLQJ�HIIRUWV�KDYH�WR
PDWFK�LQGXVWU\�QHHGV����

• Though benchmarking in this area is difficult, due to the different curricula in
place across the EU, data submitted by the Member States indicate little progress
since last year in ,&7� UHODWHG� WUDLQLQJ� DW� �UG� �XQLYHUVLW\�� OHYHO. Thus, HIIRUWV
QHHG�WR�EH�UHGRXEOHG�to ensure the "significant increase in ,7�WUDLQLQJ�SODFHV�,
an eEurope target to be achieved by 2002.
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graduates; UK refers only to undergraduate students; in last year’s report a more comprehensive student number of 105,300 
was given for 2000; NL includes 7170 at university level and 24,460 at college level.
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,&7�UHODWHG�HGXFDWLRQ�SODFHV�DW��UG�OHYHO

SHU������LQKDELWDQWV�

3,2

1,0
0,6

3,2

1,5

1,1

4,1

1,3 1,4

4,0

2,0

B DK D EL E F* IRL I L NL A P FIN S UK*

preceeding year

2001 (or latest
available data)**

Source: ESDIS  - *see notes in above chart on total number of ICT related education

• However, some Member States also reported that available places in higher ICT
related education could not be filled because of a lacking demand from students.
Thus, increases in education and training places needs to be combined with
SUDFWLFDO� DZDUHQHVV raising EHIRUH� FDUHHU� FKRLFHV are made, with a particular
focus on attracting women to these jobs.

In 6ZHGHQ, the industry sponsored non-profit organisation "WUDQVIHU� organises a network
of experts from IS industries who voluntarily offer to teach school classes in IT related
subjects bringing IT work reality into the classroom. With similar intentions, the project
“Train of the Future” organised by the Association of the Swedish IT and Telecom
Industry aims at giving pupils practical information on IT jobs before they make their
choice to upper secondary school.

• IS training and jobs at higher skills levels remain strongly male dominated.
0HDVXUHV�WR�HQKDQFH�JHQGHU�EDODQFH�QHHG�WR�EH�VXEVWDQWLDOO\�UHLQIRUFHG, as is
set-out in VHFWLRQ�%���

• Earlier ESDIS reports stressed the�LPSRUWDQFH�RI��,6�WUDLQLQJ�EHORZ�XQLYHUVLW\
OHYHO� National analysis (e.g. in Denmark, Spain) reaffirms that large parts of IT
expert vacancies do not ask for university degrees. At the 2nd level of education a
variety of training systems exists in the Member States, allowing only for
comparisons with illustrative purpose (see table below).

 

• 9RFDWLRQDO� WUDLQLQJ��offering short-term courses in IS subjects beyond basic IT
literacy, becomes ever more important as e-business enters traditional sectors. ,Q
SDUWLFXODU��VPDOOHU�FRPSDQLHV�FDQ�IUHTXHQWO\�QRW�DIIRUG�SURIHVVLRQDOV�ZLWK�D
XQLYHUVLW\�GHJUHH��DQG�ZLOO�IUHTXHQWO\�QRW�HYHQ�QHHG�WKHP��There is a tendency
that user companies less and less need their own IT development, and instead
acquire standard programmes and systems which can be applied with less
sophisticated skills �VHH�VHFWLRQ�%���.

• In many Member States, in line with Employment Guideline 2, IS training has
become a priority for DFWLYDWLRQ�PHDVXUHV for unemployed persons, as is set out
in VHFWLRQ�%��.
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7DE��,&7�UHODWHG�WUDLQLQJ�SODFHV�DW��QG��WHFKQLFDO��OHYHO��LOOXVWUDWLYH�GDWD�
&RXQWU\ 1R��RI�SODFHV 1RWHV

���� ����

' 53.000 55.000 ICT and media training places

(/ 28.600 35.826 2001: male 23.937, female 11.889

(

86.184 121.178 overall female participation about 60 % women;

the number includes

- 2nd level (conversion) training in ICT subjects for employed 2000: 35.621; 2001: 34.415

- for unemployed 2000: 50.563 (of which 40,8 % women), 2001: 48.528 (57,8 % women);

- only 2001: 2nd level students 29.235 (66,7 % women)

)

107.339 33.339* * figures on bacs reported to ESDIS Jan. 2002, refer to 2000, ie. the number includes:

- 32339 with ICT related Bacs professionnels et technologiques (of which 2507 or 7,8 %
women), the number represents 12,2 % of the total number of bacheliers professionels et
technologiques

- the number reported for 2000 referred also to 75.000  places in training of thecentres of the
chambers of commerce

,5/
4.937 5.100 in 2000/2001 a total of 62,931 students took part in courses which had an ICT component, of

which 4,937 took part in ICT specific courses; the respective figures for 2001-2002 are
64,500 – 5,100.

, 104,188 students in secondary schools with ICT focus

),1
12.831 15446 the reported number refers only to students at Polytechnics (which are at a higher level than

vocational training institutions and should thus be rather considered as 3rd level); female
participation 22 %

6 32.350 -

Source: ESDIS, Jan.2001/Jan.2002

• The tendency to OD\�RII� �UHODWLYHO\��ROGHU�,&7�ZRUNHUV, particularly widespread in
the ICT sector, has sharpened with the current economic slow-down. In addition to
education, there is hence an increased need to exploit the potential of ICT experts
made redundant in some segments, particularly older workers, transfering them to
other ICT vacancies, as set out in VHFWLRQ�%���

����IXUWKHU�LQWLDWLYHV�WR�PRQLWRU�DQG�PDWFK�VNLOOV�DQG�GHPDQG�����

ICT skills have been a particular concern of the +LJK�/HYHO�7DVN�)RUFH� RQ�6NLOOV
DQG�0RELOLW\ mandated by the Stockholm European Council to identify main barriers
to occupational and geographic mobility in the New European Labour Markets and
recommendations to overcome them.21 Its Final Report22 underlines, inter alia, the
need to better monitor the demand for ICT and e-business skills and to match them,
and the related curriculum developments, with industry requirements, facilitating the
exchange of these skills across Member States.

                                                
21 in response to the Commission’s Communication on the New European Labour Markets

COM(2001)216
22 http://europa.eu.int/comm/employment_social/general/index_en.htm .... The recommendations

of this Task Force are a basis for the Commission’s Action Plan for Skills and Mobility which
it intends to submit to the Barcelona European Council in March 2002. p.m. reference
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The development of enterprise surveys in Member States, in connection with the
proposal to establish a Community vacancy survey, should improve the available
information on skill shortages in the future.

.

One of the key actions stemming for the "+HOSLQJ� 60(V� WR�*R�'LJLWDO" initiative
launched in March 2001 has been the setting up of an ICT skills Monitoring Group
with representatives for all Member States. The group is analysing and monitoring the
demand for ICT and e-business skills, using the results of the work carried out  by
industry, as well as by other organisations. Cooperation with industry, academic,
professional and educational organisations as well as other relevant stakeholders has
been established.
There are also some good examples for XS�WR�GDWH�PRQLWRULQJ�RI�,6�VNLOOV�QHHGV�LQ
WKH�QDWLRQDO�DQG�ORFDO�ODERXU�PDUNHWV:

In 'HQPDUN, the government has established an �,7� EDURPHWHU� which monitors the
development on the IT labour market providing up-to-date calculation of the movements
on the IT labour market as well as an extrapolation of the expected demand. It is a
reference point for defining the education and retraining efforts in the IT area. Further,
Danish job centres are continuously updated by the companies on the demand for
manpower with IT qualifications combined with the registration of the IT qualifications of
the unemployed in a national IT-based network (AMANDA). In this context, in 1997
Denmark created a national on-line job and CV bank.. In $XVWULD, the "Prospect"
initiative monitors closely, based on networks, the specific IS skills demand of enterprises
in the region of Styria.
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3DUW�%�
7KH�TXDOLW\�RI�,QIRUPDWLRQ�6RFLHW\�MREV��

HQKDQFLQJ�RSSRUWXQLWLHV�IRU�FKDQJH

%����2YHUYLHZ�LQWULQVLF�MRE�TXDOLW\

The Knowledge Society opens new perspectives for the quality of work: creating the
conditions for change in existing jobs; generating new working methods and new
ways of organising work; allowing greater flexibility in the workplace;.

New Eurobarometer data confirm the perception of an RYHUDOO� SRVLWLYH� LPSDFW� RI
,&7� IRU� TXDOLW\� MREV, elaborating the first analysis presented in last year’s
"Benchmarking Report"23. Nine out of ten respondents say that Information
Technologies help to use higher skills, to increase responsibility, to work more
productively, to manage better relevant information flow, and to better combine work
and private life.

�

90,3 90,8 93,1 86,2 87,9 93,5

6,5
12,113,86,99,29,7

need more/less
skills in your job

have more/less
responsibilities

carry out more/less
tasks in one day

easier/more difficult
combine work and

private life

job is easier/harder easier to manage
relevant

information

more/increased less/decreasedSource: Eurobarometer, Oct..����

4XDOLW\�RI�ZRUN�FKDQJHV�E\�XVLQJ�D�FRPSXWHU��H�PDLO�,QWHUQHW�
(% of respones on each item; sample: EU computer users for work)

The Employment Strategy’s key indicator for LQWULQVLF�MRE�TXDOLW\ refers to the move
between VDODU\�OHYHOV.24

 

• In this respect, ICT literacy DV�VXFK does QRW�JXDUDQWHH any prediction about the
worker’s salary level. 6RPH� VHJPHQWV of user jobs are characterized by low
salaries and OLPLWHG� RSSRUWXQLWLHV of career development. This is in particular
frequently the case in call-centre work. However, the vast majority of users, by
indicating that ,&7� VNLOOV� LQFUHDVH� WKH� UHVSRQVLELOLWLHV in their job, imply a
SRVLWLYH�LPSDFW�RQ�FDUHHU�GHYHORSPHQW.

                                                
23 see reference in the introduction (footnote 1.)
24 The key indicator for intrinsic job quality is: "Transitions between non-employment and

employment and within employment by pay level."
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• The other way round, strong usage gaps according to income suggest that ICT
skills can be seen as RQH� DPRQJ� RWKHU� FRQGLWLRQV� WR� HQWHU� MREV� ZLWK� KLJKHU
VDODULHV.

 

 

�

27,5
41,4

48,4

75,4

low fairly low fairly high high
Source: Eurobarometer, Oct. 2001

6KDUH�RI�EDVLF�,&7�XVHUV�IRU�ZRUN

E\�LQFRPH�JURXS
(% EU average)

1

 

• As concerns IS experts, tight labour markets have contributed to high income
levels. For example, a study in France highlights that, for the same degree of
education, salaries in the ICT sector are 10 to 15 % above the average in other
sectors of the private industry. However, it should be stressed that strong
differences in salaries exist for various job profiles and skills levels in the ICT
sector.25

%������,&7�DV�DQ�HQJLQH�IRU�XS�VNLOOLQJ�DQG�DGDSWDELOLW\

In quality terms, life-long learning and vocational training aim at making the job more
satisfactory, developing tasks, career prospects and security in the current job and the
adaptability at the labour market.

«�,6�VNLOOV�DUH�IHOW�DV�D�UHDO�EHQHILW�IRU�MREV�WKURXJKRXW�WKH�HFRQRP\�«

Three out of four workers that have received ICT training
underline that it has made their job easier. But acquiring ,6�VNLOOV
has a SDUWLFXODU�TXDOLW\. It provides the key to basic tools which
are WUDQVIHUDEOH�DFURVV�PRGHUQ�ZRUNSODFHV. A key which does
not only allow to do the job, but which opens also access to
QHWZRUNLQJ�� QHZ� H�OHDUQLQJ� WHFKQLTXHV and content. IS skills
are not only about technology, but about learning to learn. Life-
long learning is easier as choice of domain becomes ever vaster

with the Internet. As highlighted below, not only workers, but also their employers
benefit from investment in IS skills. Survey data underline that productivity gains
from ICT are significantly higher if combined with appropriate training (see section
B.3.b).

                                                
25 see also: ILO, World Employment Report 2001, Life at Work in the Information Society.

�&RPSXWHU�WUDLQLQJ�

PDGH�MRE�HDVLHU

�(% of trained workers) 

���

yes

no

Don’t
know

Eurobarom. 
Oct. 2001
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����� UHODWLYH� SURJUHVV� ±� EXW� RYHUFRPLQJ� VHULRXV� ODFN� RI� ,&7� WUDLQLQJ� UHPDLQV� D
SULRULW\�IRU�PDQDJLQJ�FKDQJH����

Since last year, according to Eurobarometer data, FRQVLGHUDEOH� SURJUHVV has been
made in supplying the workforce with ICT training.

�%DVLF��,&7�WUDLQLQJ

29,1

22,6 20,6
17,8

10,8

0

5

10

15

20

25

30

35

ever had
computer
training

paid by the
employer*

during
working
hours*

at the
workplace*

during last
12 months*

2000
2001

Source: Eurobarometer, Nov. 2000/Oct. 2001; *refers to last training; ** in 2000, sample excluded 
unemployed and possibility of workers who  had training but did not use comp.

(% of EU workforce

 )

1HYHUWKHOHVV, the VHULRXV� FRQFHUQ raised in last year’s report UHPDLQV� YDOLG: still,
only OHVV�WKDQ�D�WKLUG�RI�WKH�(8�ZRUNIRUFH has benefitted from ICT training – only
about a fifth with the support of their employer. Other users have to learn on their own
– which will frequently not only mean higher efforts for the individual worker, but
also negatively impact on the company, as the quality and productivity potential of
ICT is not appropriately exploited (see VHFWLRQ�%���E�.

Training efforts are primarily focussed on management and white collar workers,
ZKLOH� WKH�YDVW�PDMRULW\�RI�PDQXDO�ZRUNHUV�DQG�XQHPSOR\HG26� UHPDLQ�H[FOXGHG
from up-skilling in ICT.

�

21,8
13,9

37,1

10,1
15,9

50,1

16,7

48,2

24,3
31,3

13,7

55,1

27,5

Men Women Self-
employed

Managers Other white
collar

Manual
workers

unemployed

Nov. 2000
Oct. 2001

Source: Eurobarometer  * in 2000, sample excluded unemployed and possibility of workers who  had 
training but did not use comp.

(YHU�KDG�FRPSXWHU�WUDLQLQJ�E\�JHQGHU�DQG�RFFXSDWLRQ

(% EU workforce by category)

Marked GLIIHUHQFHV�DPRQJ�WKH�0HPEHU�6WDWHV prevail, raising not only concerns in
terms of quality work, but also affecting the readiness for the knowledge-based
economy.

                                                
26 Issues of ICT training for the XQHPSOR\HG are elaborated in section %���
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(YHU�KDG�FRPSXWHU�WUDLQLQJ�IRU�MRE
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35,6
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39,2 39,5
35,5

11,6

45,4 45,5

33,8
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B DK D EL E F IRL I L NL A P FIN S UK EU
Source: Eurobarometer, Oct. 2001

% of workforce (active and unemployed) per Member State

Company size strongly impacts on the ICT opportunities of workers. Workers in
VPDOOHU�FRPSDQLHV, and particularly micro enterprises, are seriously lagging behind.
This is a particular barrier for the overall progress of the knowledge-based economy
in Southern Europe, as e.g. in Italy and Greece the share of micro-sized enterprises is
higher than in other Member States.

�

45,2

60,3

38,1

6,1
12,6 13,1

19,9

50,9

71,1

19,4

47,1

31,7

PLFUR VPDOO PHGLXP ELJ

computer for work

ever had any computer training

training during last 12 months

Source: Eurobarometer Oct. 2001

&RPSXWHU�XVH�DQG�WUDLQLQJ�E\�FRPSDQ\�VL]H�
(% of workers by size/EU average)

This HYLGHQFH highlights that further LQFUHDVLQJ� LQYHVWPHQW� LQ� ,6� WUDLQLQJ� LV
XUJHQWO\� QHHGHG to broaden the quality basis of the knowledge based economy,
which will be essential to PHHW�WKH�FKDOOHQJHV�RI�FKDQJH�DQG�SUHSDULQJ�IRU�WKH�QH[W
HFRQRPLF�XS�WXUQ.
 
 «�WKH�NH\�UROH�RI�6RFLDO�3DUWQHUV�«

In this respect, 6RFLDO� SDUWQHUV have to support individual companies, where
appropriate, taking up their UHVSRQVLELOLW\ for ensuring all workers with the
opportunity to get IS skills, as envisaged in the Employment Guidelines.

In a less favourable economic environment, the initative of Social Partners
committing to DSSURSULDWH�IUDPHZRUN conditions will be still more essential putting
an emphasis on the ORQJ�WHUP�EHQHILWV of IS training for quality work.

Further to the scarse inclusion of such activities of Social Partners in the NAPs 2001,
noted in the Joint Employment Report,27 ESDIS reported on more recent initiatives,
including:

                                                
27 http://europa.eu.int/comm/employment_social/empl&esf/jointrep2001_en.pdf
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In %HOJLXP, recent targets set by Social Partners to considerably strengthen life-long
learning pay particular emphasis to awareness raising and training in ICT. In the
1HWKHUODQGV, a Joint Paper ("Er is meer nodig") agreed between the social partners and
the government focussed, inter alia, on ICT skills, including fiscal incentives for
employers to train their employees, the introduction of a Personal Development Plan and
Personal Development Accounts.This account enables all employees and job seekers to
save money for training (which may include ICT training). Furthermore, reference was
made to a manifold of training initiatives at sectoral level.

����FUXFLDO�HOHPHQWV�IRU�HQVXULQJ�TXDOLW\�WKURXJK�EDVLF�,6�WUDLQLQJ����

But IS training may not stop at providing courses on ICT tools. Further to an
exchange of practices, (6',6 concluded that the following elements are FUXFLDO�IRU
H[SORLWLQJ�WKH�TXDOLW\�SRWHQWLDO�RI�EDVLF�,6�WUDLQLQJ�

• There is still too much focus on specific ICT applications. Workers should rather
be encouraged to� OHDUQ� WR�XVH� WKHVH�DSSOLFDWLRQV� LQ� WKH�ZRUNLQJ�FRQWH[W�� ICT
training should be LQWHJUDWHG� LQ� D� PXOWL�VNLOOLQJ� VWUDWHJ\ which prepares for
inter-personal and organisational abilities, including abstraction, inter-activity,
networking, higher reactivity to changing situations, which become more and
more important due to the introduction of ICT.

• Training should be tailored to the needs of the individual worker, and should be
delivered in accordance with SHUVRQDOLVHG�FDUHHU�GHYHORSPHQW�SODQV��including
innovative ways to overcome employees’ resistance to change.

• On the other hand, the training of individual workers should be only one
component of training efforts, LQWHJUDWHG� LQWR a training strategy for the ZKROH
ZRUNSODFH�� UHODWHG� WR� RUJDQLVDWLRQDO� FKDQJH� DQG� WKH� LQQRYDWLRQ� RI�ZRUNLQJ
PHWKRGV�(see section %��).

• 0DQDJHPHQW�DW�VWUDWHJLF�OHYHO should ensure a commitment EH\RQG�VKRUW�WHUP
REMHFWLYHV and the appropriate allocation of resources(financial, time, personnel,
etc.).

• The LQFOXVLRQ�RI�DOO�ZRUNHUV�in basic IS related training should be ensured, even
if they do not yet need it for their current tasks, taking particularly into account the
QHHGV�RI�PDQXDO�DQG�ORZHU�VNLOOHG�ZRUNHUV�

• &RQWLQXRXV� WUDLQLQJ� is needed to cope with technological change. However,
survey data suggest that RQO\�D�VPDOO�PLQRULW\�RI�ZRUNHUV�UHFHLYHV�UHJXODU�XS�
GDWHV (only 10,8 % had ICT training in the last 12 months, including also those
who received a training for the first time).

• As set out above, HQKDQFLQJ�,&7�FRPSHWHQFH�LQ�VPDOO�HQWHUSULVHV�VKRXOG�EH�D
SULRULW\� to speed up their involvement in the knowledge-based economy,
particularly in e-business. At European level, the promotion of ICT skills in SME
(though mainly at expert levels) is a key objective of the Go Digital Initiative (see
Part A), supplementing actions in the Member States:
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In 6ZHGHQ, the national programme ,7�60(� co-ordinated by the Swedish Business
Development Agency (NUTEK), aims at developing IT skills in SME, focusing on the
needs of micro businesses (0-10 employees), and encouraging the strategic use of IT in
these companies. First results of this programme confirm a strong need for this kind of
support at national basis spreading good examples among SMEs all over the country.
Particular needs of SME in peripheral or dispersed communities, which use IT to a much
lesser extent than businesses in other parts of the country, are addressed by an additional
programme involving regional and local authorities. In $XVWULD, the "eFIT im eBusiness"
initiative of the WIFI (training institute of the Chamber of Commerce) offers a
comprehensive programme including IS awareness, advice and training activities for
SME, in addition to several other IS measures by the government targetting SME. In
*UHHFH� the national "Go Digital Initative" which broadly supports the up-take of ICT and
e-commerce in SME includes training support by 2000 certified instructors, consultancy
by a call-centre, as well as direct visits of experts providing up-to 3 days advice for each
interested SME. In %HOJLXP, both the Flamish and the Wallon region subsidise half the
amount of "training cheques" which are distributed to SME to stimulate life-long learning
among their workers, including on ICT subjects. The programme of training institutes
where the cheques can be traded in by the workers is advertised on-line.

• A valuable approach consists in PDLQVWUHDPLQJ� ICT across vocational training,
integrating�,&7�PRGXOHV�LQ�DOO�YRFDWLRQDO�FRXUVHV�(see also section B.6)� In fact,
as the IS permeates the whole economy, IS tools should be integrated in delivering
a variety of vocational training content. As a prerequisite, the participants should
be made familiar with the effective application of these tools.

In 'HQPDUN, IT training has become a mandatory part of all vocational degrees. ,Q
)UDQFH, about 40 % of life-long learning courses for workers relate to training and up-
dating ICT related skills. While these courses are the most numerous, they are also the
shortest (nine out of 10 courses lasted less than a week).�In $XVWULD��where a wide range
of IS skills initiatives for workers has been launched (see also the Austrian NAP), the
share of vocational courses co-funded by the ESF which include ICT subjects is 70 % for
managers and white collar workers, and 40 % for manual workers.

• )XUQLVKLQJ� DOO� SXEOLF� HPSOR\HHV with basic ICT literacy and, as appropriate,
skills in handling on-line public services should be an� LQWHJUDO� HOHPHQW� RI� H�
*RYHUQPHQW�VWUDWHJLHV��Figures provided by ESDIS indicate that many Member
States have already made�FRQVLGHUDEOH�SURJUHVV in meeting this target.

&HQWUDO�$GPLQLVWUDWLRQ�ZRUNHUV�WUDLQHG�LQ�,&7V

���

82

29

100

80

24

95

47

83

100 100

90

7071

0

20

40

60

80

100

B DK D EL E F IRL I* L NL A P FIN S UK

reported Jan. 2001

reported Jan. 2002

Source: ESDIS;  * I: eGovernment Plan foresees training of 400.000 Italian civil servants in 2001
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• To valorise training efforts on the labour market, ICT courses offered by
employers and by all kind of public and private vocational training should be
linked WR� ZLGHO\� UHFRJQLVHG� ,&7� VNLOOV� DFFUHGLWDWLRQ. In this respect, ESDIS
recalls its recommendation to recognise the European Computer Driving Licence
((&'/) as a (XURSH�ZLGH� DFFUHGLWDWLRQ� VFKHPH�ZLWKRXW� SUHMXGLFH� WR� HLWKHU
H[LVWLQJ�QDWLRQDO�VFKHPHV�RU�WKH�SRVVLELOLW\�RI�LQFOXGLQJ�RWKHU�VFKHPHV.28

• Workers should also be provided with DSSURSULDWH� RSSRUWXQLWLHV� WR� H[SORLW� H�
/HDUQLQJ� (distance learning) facilities, in terms of HTXLSPHQW� DQG� WLPH��There
seems to be still much room for improvement – only 2 % �FKHFN�� of EU workers
indicate to have obtained a certificate by distance learning. But 40 % say that ICT
are important for accessing learning content and tools.
- Studies indicate that subjects learnt by this method concern still primarily ICT

and languages, and only to a minor extent training in work-specific vocational
issues.

- SME could particularly benefit from e-Learning which overcomes barriers of
scale and may more easily arrange time-constraints, particular in a company
with limited staff. However, so far, big companies benefit much more -
according to a French study 80% of companies using eLearning tools have
more than 1000 employees. Access to appropriate technical platforms still
represents one major barrier for SME.

This is why )UDQFH is developing a QHWZRUN�RI�DFFHVV�SRLQWV�IRU�GLVWDQFH�OHDUQLQJ
capable of providing a  broad scope of services is developed, supported by a national
portal supplying on-line services and resources for training professionals. (Further
examples are provided in the e-Inclusion report)

«�DW�,6�H[SHUW�OHYHO��OLPLWDWLRQV�WR�VNLOO�GHYHORSPHQW�QHHG�WR�EH�RYHUFRPH�«

In principle, the work of ,6�H[SHUWV enjoys high quality in terms of knowledge and
skills. However, due to very fast technological development and a specialisation of
skills, many of these workers face the ULVN�RI� OLPLWDWLRQV� LQ� WKHLU� LQGLYLGXDO� VNLOOV
GHYHORSPHQW. Frequently, they have not acquired the ability to exploit their ICT
knowledge for coping with changes in the technology, work methods and work
organisation.

Over the last years, there has been evidence of a paradox, that UHODWLYHO\�ROGHU ICT
experts, sometimes only 40 years old have been made redundant despite the overall
skills shortages in the sector. With the recent wave of lay-offs in ICT industries, this
problem becomes accentuated. Frequently they entered their jobs at a time, when
formal degrees were not yet available in the current form or not yet needed in this
segment of the labour market. The risk of a devaluation of their work experience
combined with a lack of formal education can trap these workers, particularly as
private enrolment in advanced IS training is very costly.

Thus, ESDIS highlights the need for WUDLQLQJ�LQFHQWLYHV�WR�WKRVH��ROGHU��,6�H[SHUWV
to PDLQWDLQ their employability and adaptability. Relevant measures have to be
developed favoring the training (LLL) of staff within their companies.
                                                
28 The full text of this recommendation can be consulted at:

http://europa.eu.int/comm/employment_social/soc-dial/info_soc/esdis/contributions.htm
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In 'HQPDUN, the Institute for IT Skills Development (IITK) is a recent initiative aiming at
further educating and advising IT experts in market-relevant skills development. targetting
professionals with either a formal IT degree or with long and thorough work experience
which tend have outdated educational skills, but have the capacity and will to familiarise
themselves with new areas. In $XVWULD, the "Implacementstiftung für Ältere" provides up-
skilling packages which are individually designed in co-operation with older job seekers and
companies.

«�WKH�SRWHQWLDO�IRU�FRQYHUVLRQ�WR�,6�H[SHUWV�QHHGV�WR�EH�IXUWKHU�H[SORLWHG�«

In addition, vacancies for IS experts remain a target for the conversion of the
unemployed and workers outside IS jobs ready to change, in particular if they bring
with them a suitable education or work background. Complete beginners may up-skill
to opportunities at medium skills level (e.g. web-designer,…) – see also VHFWLRQ�%��.

ESDIS underlines that the potential for adaptation and FRQYHUVLRQ to IS expert skills,
matching the needs of industry, is IDU�IURP�EHLQJ�VXIILFLHQWO\�H[SORLWHG. Drawing on
experiences in the Member States, ESDIS concluded that the following cULWHULD�DUH
LPSRUWDQW�IRU�WKH�VXFFHVV�RI�FRQYHUVLRQ�FRXUVHV� in IS expert skills, ie. integrating
the participants in quality jobs:

− A FRPSUHKHQVLYH� VNLOOV� DQG� WUDLQLQJ� QHHGV� DQDO\VLV should be conducted in
advance, LQ� FR�RSHUDWLRQ�ZLWK� LQGXVWU\� taking into account the labour market
conditions.29 In this respect, the results of the analysis of skill profiles at European
level  should be adapted to the local situation.

− Participants should be DSSURSULDWHO\�PDWFKHG to the relevant course according to
their previous skills and work H[SHULHQFH.

− The training should provide the right EDODQFH between, on the one hand, the
demand of many companies for SUDFWLFDO�DQG�VSHFLILF�WHFKQLFDO�VNLOOV instead of
a general IT degree, and on the other hand, broadening FRQWH[WXDO� VNLOOV
QHFHVVDU\� LQ� DQ� H�EXVLQHVV� HQYLURQPHQW, e.g. project management, inter-
personal skills, ability to adapt to changing technical solutions. Theoretical lessons
should be combined with stages and training on the job. Students should receive
continuous feedback on their progress.

− Certification on completion of the course should have a ZLGH�DFFUHGLWDWLRQ�YDOXH
across the industry.

− Follow-up providing UHFUXLWPHQW� VHUYLFHV, in co-operation with the relevant
industry.

In *UHHFH, within the Operational Programme “Information Society” co-financed by the
ESF, courses by certified vocational training centres and on the job training periods in
ICT enterprises will be offered to 3000 young economists and scientists converting them
into IS experts. In ,WDO\, the www.skillpass.it programme, launched in 2000 by the public
holding company Sviluppo Italia in cooperation with several banks, has already trained
4,500 professionals at high expert level, providing also recruitment services for net-
economy jobs. In ,UHODQG, the "FastTrack IT" initiative, implemented in partnership with
national training and employment services and IT industry, provides training for long

                                                
29 In this respect the European Monitoring Centre on Change was established last year as a tool

to anticipate industrial change and to explore ways to successfully manage this change, with
the active participation of Social Partners and member States.
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term unemployed in IT targetting software testing, teleservices, maintenance and service,
and operating systems. The skills needed range from low level (data entry, customer
service) to medium (software tester, help line agent) to high level (programmer, software
tools developer). Under the programme, these skills are integrated with core personal
skills in literacy/numeracy, communications and decision-making. The industries provide
training accreditation, guarantee work placement, and, subject to suitability, guarantee
employment. In 'HQPDUN, two IT universities have been set-up, providing also
vocational degrees which can be obtained as a vocational part-time study. In 6SDLQ,
complementary and integrated activities include the programme Forintel aimed at training
workers to IT professionals, the Centro Experimental de Tecnologías Avanzadas
empowering vocational training centres in ICT, and training for teachers and adults by the
Centro Nacional de Comunicacion Educativa. In $XVWULD, among other initiatives, the
Territorial employment pacts have produced 11 one year courses with different IT related
curricula. Further, the Austrian Labour Markt Service (AMS) offers a specialised
platform for the recruitment of IT experts (http://www.ams.or.at/itjobs/).

%����0DWFKLQJ�QHZ�WHFKQRORJLHV�ZLWK�QHZ�ZRUN�RUJDQLVDWLRQ�WR�GULYH
SURGXFWLYLW\��LQQRYDWLRQ�DQG�VRFLDO�FDSLWDO

D��*HQHUDO�WUHQGV

Technological innovation is generally seen as an enabler of productivity, economic
growth and employment. While the modalities for measuring and assessing ICTs
related changes are still controversial, mainly due to the lack of a representative
corpus of empirical evidence, a wide consensus exists on the following fundamental
points:

• the proliferation of ICTs, together with the increasing competitiveness of the
global business environment, contribute to the spread of a PRGHO� LQ� ZKLFK
NQRZOHGJH�LV�WKH�NH\�HOHPHQW.

• In this model, KXPDQ� FDSLWDO plays a crucial role in terms of innovation,
creativity, capacity to anticipate -  and quickly respond - to changes in the
production requirements.

• However, the potential of both, technology and skills can be translated into
increased productivity only where the�DSSURSULDWH�RUJDQL]DWLRQDO�VWUXFWXUHV�DUH
SXW�LQ�SODFH��within the enterprise and across its environment.30

A shift is underway from the centralized, hierarchical organization, where mass
production, standardization of products, highly structured tasks, strict division of
labour, etc. were the rule, to QHWZRUNV�RI�HQWHUSULVHV within a global economy, where
tasks are increasingly diverse, decision taking is decentralized, hierarchies flatter,
greater autonomy is granted to workers but higher expectations are set in terms of
ability to adapt to constant change, innovativeness, readiness to assume ever
increasing responsibilities. To support this development, the European Commission
created, as a follow up to the Green Paper "Partnership for a new Organisation of
Work", the European Work Organisation Network (EWON) which assists in building

                                                
30 see European Commission, Green Paper on "Partnership for a new Organisation of Work",

1997; see also the Commission’s Annual Economic Review 2001 which puts emphasis on
work organisation in the context of ICT.
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the organisational competence needed by employers and employees to increase
productivity and to improve working life in an environment requiring continuous
innovation.

The changes taking place represent therefore a great RSSRUWXQLW\� IRU� WKH�ZRUNHUV�
the knowledge-based society requires MREV� ZKLFK� DUH� PRUH� VNLOOHG�� PRUH
LQGHSHQGHQW�� FUHDWLYH� DQG� GLYHUVH�� These changes are far reaching indeed, as
highlighted in many different sections of this paper. They affect the nature of work
itself -  as well as society at large – along the three main axes of the regulation of
time, space and contractual relations.

To ensure the quality of employment, ZRUNHUV – and their representatives - should be
empowered in this process, should EH� FRQVXOWHG� DERXW� FKDQJH� DW� DOO� OHYHOV31.
Furthermore, the values of cohesion and inclusiveness of European society should
remain at the core of public policy in the making of an information society at the
service of the citizen.

As a matter of fact, not only great opportunities but also D�FHUWDLQ�QXPEHU�RI�ULVNV
seems to be brought about by ICT related changes in the organization of work.

The increase in jobs requiring high training and autonomy seems to be accompanied
by the opposite phenomenon of UH�WD\ORULVDWLRQ of tasks and impoverishment of work
content, work intensification and  more sophisticated controls. This trend –
accompanied by the spreading of atypical forms of employment - point to a
SRODUL]DWLRQ�RI� WKH�ZRUN� IRUFH into a core of relatively stable and skilled workers
and a group of low-skilled, temporary workers on the periphery.32

&DOO�FHQWUHV are frequently mentioned as a particular case for retaylorisation, but also
under certain conditions for improving job quality through new models of work
organisation.33 Working conditions in call centres are of particular concern for the
high share of employment they represent: eg. in the 8. they employ more than
400.000 people, 2 % of the total workforce, and more than coal, steel and automotive
manufacturing put together. Critics of working conditions in some centres, like a
report published last year by the UK Trades Union Congress stressed over-zealous
monitoring, clumsy management and low pay as reasons for high absenteeism.
However, a report by the UK’s Health and Safety Executive of December 2001 found
that call centres were not the IS’s version of the Dickensian 19th century work-house.
Still, the report did warn of dangers to workers from infrequent breaks and dealing
with abusive callers. Now the call centre industry launched an initiative to improve
working conditions further and encourage staff to stay longer.This involves a three
pronged stategy: boosting training as it has been assessed as crucial for the employees
motivation to stay in call centre jobs, emphasising career development, and
publishing codes of conduct. A number of codes of conduct exist but none are yet an
industry standard. One drawn up in 2000 is entitled a "framework for best practice"
and covers employee relations, health and safety, and handling of customer
complaints. (see also a similar *HUPDQ initiative quoted in section B.7).

                                                
31 In this context, see the Directive 2002/…/EC establishing a general framework for informing

and consulting employees in the European Community  to be published
32 see TRANSFER – Quarterly of the ETUI – Volume 7 – Summer 2001
33 Bittner, Susanne et al., Call Center – Neue Taylorisierung oder innovative

Dienstleistungsorganisation?, IAT Jahrbuch 1999/2000
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ESDIS underlines the need for enhancing initiatives at European and national
initiatives aiming at PRQLWRULQJ�DQG�HYDOXDWLQJ�LPSDFWV��SUHYHQWLQJ�SRVVLEOH�ULVNV
DQG�PD[LPL]LQJ�WKH�SRVLWLYH�HIIHFWV�RI�,&7�RQ�SURGXFWLYLW\�DV�ZHOO�DV�TXDOLW\�RI
ZRUN. As underlined by the European Employment Guidelines, particular Guideline
13, work re-organization is a process which – although triggered by technological
innovation and market forces - should be steered by the social partners and, in line
with Guideline 14, by public policies in the Member States.

This principle has been widely recognized by the Member States, which together with
information society strategies, launched a number of QDWLRQDO�VWUDWHJLHV in support of
information society in general and work organization in particular, even if this last
issue has received less attention than technological development or workforce training
as such.

However, experience shows and research points out that a process of FKDQJH�LV�PRVW
RIWHQ�VXFFHVVIXO�ZKHQ�LW�LV�³KROLVWLF´��WDNLQJ�LQWR�DFFRXQW�QRW�RQO\�WHFKQRORJ\�DV
VXFK�� EXW� LWV� VRFLDO�� FXOWXUDO� DQG� HQYLURQPHQWDO� DVSHFWV� DV�ZHOO. In a “learning”
organization, there are logical and systematic interdependencies between the basic
principles underlying the way it operates (multi-skilled employees, versatile job
assignments, job rotation, cooperative working practices, employee empowerment and
broad participation, new reward systems, etc. – just to mention a few). A single factor
cannot work in isolation, but only in synergy with all other dimensions involved.34

Within the )LQQLVK� 1DWLRQDO� :RUNSODFH� 'HYHORSPHQW� 3URJUDPPH, it has been
demonstrated that applying these principle helps a company in creating new knowledge in a
fast and cost-effective manner, produce innovation and quickly respond to change. Moreover,
the Programme shows that SURPRWLQJ�WKH�³OHDUQLQJ�RUJDQL]DWLRQ´� LV�DQ�HIIHFWLYH�ZD\� WR
FRPELQH�WKH�NH\�SXEOLF�SROLF\��DVSHFWV�RI�ZRUNSODFH�GHYHORSPHQW, in terms of employment
creation, maintenance of working capacity, lifelong learning, quality of working life.
Management and employees should be involved in the  process on an equal footing, and the
interests of both taken into account.

³3URDFWLYH´ enterprises – studied in the context of the )LQQLVK�)OH[LEOH�(QWHUSULVH�3URMHFW
– seems to be in the best position to PDQDJH�FKDQJH, that is to “act before external shock or
change actualizes”. These workplaces are characterized by a high degree of participation of
employees on the decision making process and a high level of personal responsibilities.
“Proactive” enterprises are more successful than “traditional” ones,  whether measured by
growth in productivity or by the increase in the number of employees. They PDNH�XVH�RI�WKH
DSSURSULDWH�,7�WRROV, but attitude - rather than  technology per se - is considered the key to
success. Another recurring characteristic of  “proactive” enterprises is the creation of
cooperative functional networks, with clients, government agencies, consulting firms,
educational institutions and various other actors.

In the knowledge-based economy, outsourcing/subcontracting relationships are
gradually switching to  virtual QHWZRUNV� RI� SDUWQHUV� entertaining  not only
commercial but also more reciprocal and cooperative forms of relationships. Specific
internet-based e-business applications make possible this trend,  by providing the

                                                
34 see Learning Organisations, Learning Society – NWPD - Yearbook 1999 – Edited by Tuomo

Alasoini and Petteri Alme; Workplace Innovations – NWPD - Yearbook 1997 – Edited by
Tuomo Alasoini, Mari Kyllönen, Antti Kasvio
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supporting medium and by channeling transactions and exchanges. Collaborative
models enhance product and service supply and, therefore, corporate profitability.
Typical models include real-time collaborative design, joint product development,
collaborative marketing and exchange of personnel.35

These networks typically involve SMEs and/or large companies, together with a
variety of other bodies, possibly including universities, government agencies and civil
society representatives. They can SURPRWH�EHVW�SUDFWLFHV�� LQQRYDWLRQ�DQG�HQKDQFH
VRFLDO�FDSLWDO�DV�ZHOO�

This trend is spreading across Europe, frequently thanks to the initiative and support
of  public/private partnerships.

In 6SDLQ�� SXEOLF� VXSSRUW� LV� JUDQWHG� WR� SURMHFWV� SURPRWLQJ� QHWZRUNV� RI� 60(V� DQG
RWKHU� HQWHUSULVHV aiming at introducing ICTs in their production and resources
management systems, or at implementing e-commerce solutions. Projects such as 7LFWUDG�
3ULQFH� ;;,� or�&1/ (a net of local business centres) are targeted at different business
sectors, including traditional ones, linking enterprises among each other and with IT
vendors, chambers of commerce and other public and social actors. Provision of
personalized consultancy, assistance and extensive training are promoting the
YDORUL]DWLRQ�RI�WKH�HQWHUSULVHV�DQG�RI�WKHLU�VRFLDO�HQYLURQPHQW�DV�ZHOO�
In ,WDO\, where the knowledge economy has triggered the creation of new jobs and new
enterprises in traditionally less developed southern regions, the experience of the
6FLHQWLILF� � DQG� 7HFKQRORJLFDO� 3DUN� RI� 6LFLO\ (PSTS) demonstrates how cooperative
projects of innovation involving key actors can contribute to the creation of  human and
social capital leading to concrete work opportunities, sustainable employment and quality
of work. The ,QQRYDWLRQ�DQG�4XDOLW\�SURMHFW� targets Sicilian SMEs active in different
business sectors, including leading-edge and traditional ones. Partnership with research
networks, technology providers, universities and  the PSTS  allowed the adoption by 120
enterprises of QHZ� LQQRYDWLYH� WHFKQRORJLHV� DV� ZHOO� DV� QHZ� RUJDQL]DWLRQDO� DQG
RSHUDWLRQDO�PHWKRGV, with positive results not only on productivity but also on quality of
work for both employers and employees.

Networking and knowledge transfer constitute – together with market pull and
technology push – one of the overarching  IUDPHZRUN�FRQGLWLRQV�which create the
innovation environment conducive to productivity and growth. However, analysis
underlines most EU countries need to strongly enhance knowledge transfer
mechanisms from the science base to the industry, especially considering the existing
barriers to the commercialisation of research. In spite of a number of good practices
adopted so far, there is in fact a lack of efficient networks at a variety of levels.36

However, experience from several countries, notably the US, indicates that clusters
represent one of the most effective mechanisms for  facilitating the flow of knowledge
through the economy, crossing organizational and administrative boundaries.
Networks are crucial in spreading the social learning and tacit knowledge upon which
knowledge-based industries tend to rely.

                                                
35 see COM (2001)711 final
36 see Report on R&D by the Economic Policy Committee  ( EPC/ECFIN/01/777) – p.m.

quotation of final version
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In particular, networking can play an essential role to ensure that all regions in the EU
could benefit from the highest level of expertise, and draw on the R&D relevant to
their needs. The wider diffusion of knowledge facilitated by closer networking will
become especially important with a view to EU enlargement.

Finally, it should be underlined that work organization issues related to technological
innovation are not only relevant for the private sector, but for�SXEOLF�DGPLQLVWUDWLRQV
DV�ZHOO.

Among a vast number of e-government initiatives across all Member States, e.g.: In
*UHHFH��specific action lines of the “Operational Programme Information Society” match
the introduction of ICTs in public administrations with organizational changes of the
departments concerned, as well as with extensive training actions. In 6SDLQ�� good
practices are adopted by the Ministry of Finance  and the Ministry of Labour and Social
Affairs. In %HOJLXP��the creation of a Federal Service for Informatics is foreseen within
an encompassing strategy towards the e-Government which involves a radical change in
the internal organization of  the administration itself, as well as of its interactions with the
citizens. In the 1HWKHUODQGV, the e-government strategy has resulted in important changes
transforming communication from distributive to responsive-oriented models. In
3RUWXJDO an important step towards transforming administrative procedures has been
made by granting legal value to electronic forms. In ,UHODQG, the BASIS project aims at
electronic delivery of integrated public sector information to the business community, in a
client centered manner.

E��6XUYH\�GDWD��FRPSOHPHQWDULW\�RI�,&7�DQG�RUJDQLVDWLRQDO�FKDQJH

Despite good practices, the vast majority of European companies seems not to
sufficiently exploit the potential of ICT in terms of job quality and productivity.
According to Eurobarometer data RQO\�DERXW�KDOI of the workers at workplaces where
ICT have been introduced (ie. about a fourth of all EU workers)� indicate that
significant FRPSOHPHQWDU\�FKDQJHV�KDYH�EHHQ�PDGH� LQ� WKHLU� RUJDQLVDWLRQV� with
still a lower proportion in smaller companies. Even less say they had been consulted
and/or had received training on new roles and tasks, PLVVLQJ� LPSRUWDQW�FRQGLWLRQV
IRU�PDQDJLQJ�VXFFHVVIXOO\�FKDQJH.

&RQWH[W�HIIHFWV�RI�,&7�LQWURGXFWLRQ
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Most important, EU-wide data confirm basic assumptions of work organisation
theory. Workers that benefit from FRPSOHPHQWDU\� PHDVXUHV, particularly an
organisational change at the workplace, perceive the introduction of ICT much more
satisfactorily, in terms of KLJKHU�MRE�TXDOLW\�
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Conditions for job quality through ICT introdution
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%����7KH�,QIRUPDWLRQ�6RFLHW\
V�HIIHFWV�RQ�WKH�EDODQFH
EHWZHHQ�IOH[LELOLW\�DQG�VHFXULW\�DQG�EHWZHHQ�ZRUN�DQG�SULYDWH�OLIH�

D��1HZ�RSSRUWXQLWLHV�DQG�ULVNV�

In the terminology of the Employment Strategy’s quality indicators, flexibility refers
to the proportion of fixed-term and part-time contracts. In this respect, the evidence
for IS jobs needs to be differentiated:

• 2YHUDOO��NQRZOHGJH�EDVHG�HPSOR\PHQW is commonly associated with driving
IOH[LEOH�ZRUNLQJ�IRUPV.

• However, from a limited sectoral perspective, employment in the ,&7� VHFWRU� LV
FKDUDFWHULVHG�E\�OHVV�IOH[LEOH�FRQWUDFWV. According to Eurostat data (LSF), 8.9 %
of workers have temporary contracts and 7,8 % part-time contracts in the sector
"computer and related activities", while the average of EU workers is respectively
13,4 % and 18,4 %. This evidence is confirmed in detail by congruent results in
national studies, e.g. in France, Spain, Belgium. However, as in many aspects, the
situation is very different among segments of the IS sector – the permanent
contracts are much higher in IT manufacturing than in IT service segments.

• Flexible work arrangements, like part-time or fixed-term contracts, are more
ZLGHVSUHDG� LQ� ,&7� EDVHG� VHUYLFHV. Analysis also indicates that even among
lower skills jobs, like in call-centres, the choice of such flexible arrangements is in
many cases the RXWFRPH� RI� LQGLYLGXDO� FKRLFHV.37 In these newer and faster

                                                
37 Case studies provided by ESDIS members. General figures on the voluntarity of fixed-term

and part-time contracts referring to the whole economy are provided in European
Commission, Employment in Europe 2001, p.69
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growing segments the rotation of jobs is also much higher and job change is
frequently driven by other than economic reasons.

In a more general term of flexibility, work with ICT encourages IUHTXHQW�FKDQJHV of
tasks and physical ORFDWLRQ�EHFRPHV�OHVV�LPSRUWDQW if e-work methods are used, and
knowledge-based production facilitates the DGMXVWPHQW�RI�ZRUNLQJ�KRXUV to suit both
employer and employee.

• In principle, this opens QHZ� RSSRUWXQLWLHV� IRU� LPSURYLQJ� ZRUN�OLIH� EDODQFH.
This can considerably expand the job opportunities of people which have to meet
family commitments (e.g. child-care) during the working day. In fact, new
(XUREDURPHWHU�GDWD�FRQILUP�that workers regard ICT as a opportunity for better
combining work and private life (see section B.1).

• However,�PHQ�LQGLFDWH�EHQHILWV�DW�KLJKHU�UDWHV�WKDQ�ZRPHQ� In this respect, a
study under the 4th Action Programme for Equal Opportunities underlines that for
many women on-line work from home results in a non-stop working day, as their
children take their full attention during day-time, leaving on-line work for late in
the evening. On the contrary, most men working from home do not have to
combine it with equally intensive child care obligations. Thus, gender equality in
flexible e-work will much depend on framework conditions which support women
to actually benefit from flexibilities to better balance work and life (e.g. child care
facilities).

• There is also a trend that, while the working time during the day becomes more
flexible, additional ZRUN� RXWVLGH� UHJXODU� ZRUNLQJ� KRXUV� DW� KRPH� EHFRPHV
PRUH� IUHTXHQW�� :RUNLQJ� SUHVVXUH�� intensity and speed increase as deadlines
become generally tighter in an IS environment. In fact, about a quarter of EU
workers indicates to use the FRPSXWHU� IRU� ZRUN� DW� KRPH, with highest rates
among self-employed and managers (see chart below in section telework). In this
respect H[FHVVLYH� IOH[LELOLW\ may turn into a UHGXFWLRQ�RI� MRE�TXDOLW\. There is
strong evidence for these risks, as underlined in recent studies of the Dublin
Foundation and the ILO’s World Employment Report 2001 which focused on
quality in Information Society jobs.

����������������,QFUHDVLQJ�VKDUH�RI�SHRSOH�LQ�,6�MREV�H[SHULHQFLQJ

                               Source: Dublin Foundation Survey on Working Conditions

A further aspect of work/life balance concerns the SULYDWH� XVDJH� RI� ,&7�
SDUWLFXODUO\� H�PDLOLQJ� DQG� FRQVXOWLQJ� WKH� ,QWHUQHW�� DW� ZRUN� which can add
significant value to both, the quality of work and life. However, there is also the ULVN
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WKDW� VXUYHLOODQFH� DQG� PRQLWRULQJ of e-mailing/Internet usage is not adequately
respecting the private sphere of workers’ privacy rights.

 Last summer, the Commission launched a FRQVXOWDWLRQ� RI� 6RFLDO� 3DUWQHUV on
possible Community action in the field of data protection for workers. Among
other issues, this FRQVXOWDWLRQ�DGGUHVVHV�WKH�VXUYHLOODQFH�DQG�PRQLWRULQJ�RI�WKH
XVH�RI�H�PDLO�,QWHUQHW.

 Furthermore, the Article 29working party which is concerned with the uniform
application of the data protection Directive 95/46/EC is currently addressing
this issue and may provide some practical guidance in the future.

E��3URJUHVV�LQ�7HOHZRUN

Telework represents a specific case of ICT driven flexibility. It affects several aspects
of quality, creating a new potential for productivity gains, enabling new forms of
work organisation and work/life-balance, removing barriers to mobility (e.g. for
people in remote areas or with disabilities), and opening, thus, new job opportunities
for people excluded so far from the labour market. Detailed survey results presented
in last year’s "Benchmarking Report" underlined that WHOHZRUNHUV overwhelmingly
VWUHVV� SRVLWLYH� HIIHFWV� RQ� WKH� TXDOLW\� RI�ZRUN� DQG� SHUVRQDO� OLIH, contrasting with
more sceptical expectations of those who have never experienced telework.

However, to fully exploit this quality potential, VDIHJXDUGV need to address critical
issues. In this respect, (6',6�QRWHV�WKH�LPSRUWDQFH�RI�NH\�SULQFLSOHV�IRU�WHOHZRUN
set-out in the Commission’s consultation of Social partners, including:

− a right of return to previous (non-telework) employment;
− the maintenance of job status;
− equal treatment;
− access to the same information as other colleagues;
− coverage of additional costs;
− adequate appropriate training;
− respect for health and safety provisions;
− respect for working time provisions;
− respect for privacy;
− the maintenance of collective rights

����D�TXDUWHU�RI�WKH�ZRUNIRUFH�LV�LQWHUHVWHG�LQ�WHOHZRUN����

New Eurobarometer data indicate that optimistic expectations in sharply increasing
telework have not been met over the last year, if a WUDGLWLRQDO definition is applied.38

Teleworkers are still at about 5 % of EU workers, and marked differences prevail
among Member States, and according to occupation and gender (for detailed analysis
see last year’s report).

However, this survey also highlights the KXJH�XQWDSSHG�SRWHQWLDO, as one worker in
four would be interested in teleworking. Frequently this interest is combined with
                                                
38 Definition of Eurobarometer question: "Telework occurs when paid workers carry out all, or

part of, their work away from their normal places of activity, usually from home, using ICT."
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occasional experience in e-working, though not covered as declared telework. About a
quarter of EU workers indicate to use the computer at home for work.
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Further, the EMERGENCE project within the EU’s IST R&D programme, applying a
EURDGHU� GHILQLWLRQ of telework39, stresses that the dominant forms of eWork by
employees within organisations have become the use of UHPRWH� RIILFHV, many of
them call centres, and the employment of PXOWLORFDWLRQDO�ZRUNHUV, rather than fully
home-based eWork. In addition, the largest and strongly growing proportion of e-
work involves RXWVRXUFLQJ� GULYHQ� by the search for technical expertise (software
development and support, creative work including design, editorial work, multimedia
content generation etc…), cost and quality considerations.

1HZ�H�ZRUN�IDFLOLWLHV��YLD�DGYDQFHG�PRELOH�DQG�KDQGKHOG�GHYLFHV, are expected to
spread across the workforce in the years to come. This could strongly extend the
potential benefits of e-work (e.g. in terms of productivity, work organisation, and
work/life balance), but will also create new challenges for safeguarding quality.

����UHDIILUPLQJ�WKH�EHQHILWV�RI�WHOHZRUN�IUDPHZRUN�DJUHHPHQWV�DQG�EHVW�SUDFWLFH���

A framework safeguarding certain rights of teleworkers (in comparison to workers on
the premises of the company) should stimulate the attraction of telework. In many
countries where framework agreements are applicable (for a part) of teleworkers (e.g.
Denmark, Netherlands, Ireland, Austria) the up-take is higher.40 In addition to efforts
at national and sectoral levels of industrial relations, there are many good examples of
telework guidelines introduced at the company level.

                                                
39 The definition of "e-work" applied by the EMERGENCE project encompasses any work

which is carried out away from an establishment and managed from that establishment using
IT and a telecommunication link for receipt or delivery of work.

40 Though in the UK where there is a relatively high up-take of telework there is no framework
agreement.
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But according to Eurobarometer data only a small proportion of EU teleworkers is
included in any kind of framework agreements, (or is aware of
it).41

Thus, to promote a WHOHZRUN�IUDPHZRUN�DW�(XURSHDQ�OHYHO,
the Commission launched in 2000 a consultation of the 6RFLDO
3DUWQHUV� along the principles set out above. Further to sectoral
agreements in European telecoms and commerce, the Social
Partners started in 2001 QHJRWLDWLRQV with a view to a general
framework on telework at European level to be implemented in

accordance with the procedures and practices specific to management and labour and
the Member States.
 
 ����SXEOLF�DQG�SULYDWH�LQLWLDWLYHV�WR�SURPRWH�WHOHZRUN�DUH�JURZLQJ����
 
 In addition to efforts from the Social Partners and individual companies, ESDIS
highlights the QHHG� IRU� SXEOLF� DQG� SXEOLF�SULYDWH� LQFHQWLYHV to ensure quality in
telework, and reports an HQFRXUDJLQJ number of UHFHQWO\� LQWURGXFHG� LQLWLDWLYHV,
particularly also in countries with lower telework rates, including the following:42

• ILVFDO�VWLPXODWLRQ of telework (e.g. in the 1HWKHUODQGV)
• Several initiatives aim at 60(� for which innovative work organisation may involve a

particular challenge, and where a limited scale could make it harder to enforce safeguards
for individual teleworkers. (In ,WDO\, a national agreement on the introduction of telework
in SME was reached in 2001. In *HUPDQ\, a public-private partnership with Deutsche
Telekom, the initiative „Telearbeit im Mittelstand“, explored and disseminated telework
practices in 400 SMEs, creating 1.700 telejobs.43 An innovative example in )UDQFH is the
creation of a common on-line platform for architects, construction companies, and
contractors which enables distance checks of construction sites, the consultation of plans
or technical and legal data bases.)

                                                
41 They where asked whether they telework within the framework of an agreement (for the

company, the sector, or the whole industry).
42 comprehensive policy initiatives are being prepared in Spain and Greece, further to studies

commissioned by the respective governments; practices can also be found at: www.euro-
telework.org, in particular in its section “MIRTI Handbook” (Model of Industrial Relations in
Telework Innovation)

43 Final Report: TA Telearbeit GmbH „Telearbeit im Mittelstand — Erfahrungen aus der
Praxis“, 1999

�7HOHZRUN�ZLWKLQ�

IUDPHZRUN�DJUHHPHQW
(% EU teleworkers 

Eurobarometer Oct. 2001) 

���
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• stimulating benefits of telework for ZRPHQ (e.g. several local initiatives in ,WDO\)
• exploiting telework for the reintegration of people with GLVDELOLWLHV (e.g. in the

1HWKHUODQGV, in the "Knowledge district" Eindhoven)
• RQ�OLQH� DGYLFH� IRU� WHOHZRUNHUV� (e.g. In *HUPDQ\, "ONFORTE - Online Forum

Telearbeit (www.onforte.de), a co-operation of the Ministry of Economy, Deutsche
Telecom and several trade unions, offers for free a network of "virtual" consulting
services for teleworkers on legal and social issues, and supports the development of
telework agreements at company level. In the 1HWKHUODQGV a "telework monitor" is being
developed, informing about good and bad practices.) In ,UHODQG, a  Government
sponsored  E-Work  Business  Awareness  Campaign is being  undertaken, aimed  at
influencing  business  decision  makers to consider  eWork  as  a  conventional  business
solution.  It includes briefing guides for managers, a helpline, and a website providing
useful  resources for those businesses who wish to explore e-working as well as a major
media  campaign.

• technical infrastructure is an essential prerequisite: KLJK�VSHHG� FRQQHFWLRQV and the
provision of WHOHFHQWUHV (e.g. several local initiatives around telecentres in )UDQFH; see
also the examples of PIAPs in the e-Inclusion report)

• assistance in PDWFKLQJ demand and supply in telework (e.g. in *HUPDQ\� the public
initiative� www.telejobservice.de provided for free specialized on-line recruitment
matching seekers of telework and employers for short-term tasks.)

• finally, telework is also increasingly promoted in the SXEOLF�VHFWRU��e.g.: In ,WDO\��a law
on telework in public administration ("Bassanini ter")was introduced in 1999, followed-
up by agreement with public workers’ unions. The *HUPDQ project ”DATEL –
Datensichere Telearbeit in kommunalen Verwaltungen”, completed in 2001, encouraged
telework in local administrations, with a particular focus on ensuring data security.)

%����(QFRXUDJLQJ�JHQGHU�HTXDOLW\�DW�DOO�OHYHOV�RI�,6�MREV

Gender balance is far from being achieved in IS jobs. However, empiric evidence
suggests the need to clearly GLIIHUHQWLDWH:

«�DW�EDVLF�OHYHO���WKH�,&7�JHQGHU�JDS�LV�SDUWLFXODUO\�KLJK�DPRQJ�MRE�VHHNHUV�«

• The Eurobarometer survey indicates no significant difference as concerns the
usage of computers IRU�ZRUN and participation in basic ICT training. In fact, the
proportion of ZRPHQ� LV� HYHQ� VOLJKWO\� KLJKHU than that of men (see charts in
sections A and B.2).

• However, IHPDOH� FRPSXWHU� XVHUV� have OHVV� DFFHVV� WR� WKH� ,QWHUQHW, indicating
their higher proportion in low-quality computer jobs without networking benefits
(76 to 65 % of computer users for work – see chart in section A).

• These figures of "ICT usage for work" have to be relativized, as the employment
rate of women is known to be significantly lower than that of men. As shown in
detail in the e-Inclusion report, the JHQGHU� JDS� LQ� ,&7� DFFHVV� LV� SDUWLFXODUO\
UHOHYDQW�DPRQJ�WKH�XQHPSOR\HG��:RPHQ�RXWVLGH�WKH�ODERXU�PDUNHW have the
lowest access rates. Thus, overcoming this gender gap in IT competence will be an
LPSRUWDQW�HOHPHQW� for measures� LQFUHDVLQJ�WKH�HPSOR\PHQW�UDWH of women, a
paramount objective of the Lisbon Strategy.
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«�RQO\� D�TXDUWHU� RI� ,&7� VHFWRU�ZRUNHUV� DUH�ZRPHQ�� DQG� VWLOO� OHVV� LQ� TXDOLILHG
SRVLWLRQV�«

• Women continue to be very XQGHUUHSUHVHQWHG�LQ�,&7�H[SHUW�MREV�DQG�WUDLQLQJ.
The JHQGHU�JDS VWURQJO\�LQFUHDVHV� the higher the ICT content of job profiles and
curricula is.

According to sectoral data of the (XURVWDW Labour Force Survey (which however include
all quality levels of jobs in this sector) the proportion of women is only 26,5 % in
computer and related services, 23,8 % in high-tech manufacturing. Similar levels are
reported in national studies for the entire ICT sector - in )UDQFH about a third and in
%HOJLXP 27 % (in 2000, compared to 25 % in 1995).

This detailed Belgian study44 provides also evidence for a strong vertical
segregation, with women in less qualified positions,45 and FDUHHU� EDUULHUV� IRU
ZRPHQ in the ICT sector, which are far beyond the average of private sector
work.

«�QR�LPSURYHPHQW�RI�IHPDOH�SDUWLFLSDWLRQ�LQ��UG�OHYHO�WUDLQLQJ��EXW�FRQVLGHUDEOH
HIIRUWV�LQ�YRFDWLRQDO�,&7�WUDLQLQJ�«

Current figures on the up-take of women in ICT related training at 3rd (university)
level, around a TXDUWHU� RU� OHVV��with the exception of Ireland, do not allow one to
expect a significant change of the current gender gap in the short-term.

��RI�ZRPHQ�LQ�,&7�UHODWHG�HGXFDWLRQ�SODFHV
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+RZHYHU�� WKH� VLWXDWLRQ� VHHPV� WR� EH� EHWWHU� DW� WKH� OHYHO� RI�vocational training,
DOVR�IRU�,&7�MREV�DERYH�EDVLF�OHYHO�
�6SDLQ reports that in ICT related vocational training at this level 60 % of participants are
women. In *UHHFH, the number of women participating in ICT skills programmes of the
Employment Agency (OAED) is being significantly increased.

                                                
44 Valgaeren, Elke, Loopbanen van vrouwen in management en ICT, Diepenbeek, SEIN, LUC,

2001, http://www.luc.ac.be/sein/ned/npublic.html; on the female participation IS training and
jobs in Spain see Instituto de la Mujer, Las mujeres y el conocimiento científico y tecnológico,
Cimop 2000 and “Evolución de la situación de las mujeres en España a lo largo del siglo XX”,
Universidad de Salamanca, 2001.

45 Among management (in a broad sense) in the ICT sector, the proportion of women is only
20 %.
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Against this background,� (6',6� concludes that GULYHUV� IRU� JHQGHU� H�TXDOLW\
LQFOXGH:

 A key to overcome IS gender gaps, particularly at higher skills levels, is to
UHLQIRUFH�DWWHQWLRQ�WR�WHFKQRORJLFDO�VXEMHFWV�DW�VFKRRO. At present, in most
Member States the gap starts there.
 e.g. in )UDQFH the proportion of boys passing the specialised "bac de sciences et
technologies" is ten times higher than that of girls.

 

• DZDUHQHVV�UDLVLQJ and professional orientation, both to familiarize women with
practical aspects of IS job opportunities, and to sensitise IS employers on issues of
gender equality.
In %HOJLXP, the Federal Ministry for Employment and Equality recently launched an
awareness campaign (OHFWURQLFD, co-funded by the ESF,  which aims at encouraging
women to enter IS jobs, and on the other hand convincing employers to offer ICT job
opportunities to women. The project includes advertisements, an internet-site with a data
base on ICT training as well as Information centres.

• making FXUULFXOD�PRUH�DWWUDFWLYH to women;

In 'HQPDUN, one objective of establishing new degrees that combine IT with the
humanities is to attract more women.

• JHQGHU�PDLQVWUHDPLQJ in all training efforts, while IDYRXULQJ�WKH�SDUWLFLSDWLRQ
RI�ZRPHQ�ZLWK�VSHFLILF�LQFHQWLYHV. In this respect, ESDIS notes with interest the
setting of FRQFUHWH�JHQGHU�VSHFLILF�WDUJHWV�IRU�,&7�WUDLQLQJ� LQLWLDWLYHV, like in
the *HUPDQ NAP Employment 2001, or examples of training initiatives with
quota reserved for women.

• offering DOO� XQHPSOR\HG� ZRPHQ the opportunity to become ,&7� OLWHUDWH (see
section B.6)

• focus on IS training for women DIWHU� ORQJHU�SHULRGV�RXW�RI�ZRUN, in particular
for childcare, at a skills level�WKDW�OHDGV�WR�,6�TXDOLW\�MREV.

In $XVWULD several projects, like e.g. the TechnoMedia Centre, Karenz.plus and
Karenz.works, provide training for IS jobs for women after a maternity period at home.
Studies underline the success factors of such initiatives combining training with
subsidised stages in companies, which lead to higher salary levels than before a maternity
break.

 

• efforts by VRFLDO� SDUWQHUV� WR� DGGUHVV� ZRUNLQJ� FRQGLWLRQV� LQ� ,&7� LQGXVWULHV
which make work PRUH� DWWUDFWLYH, including enhanced opportunities for
voluntary part-time work.
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%����H�,QFOXVLRQ�IRU�TXDOLW\�MREV

In a VHSDUDWH�UHSRUW, the Commission’s services with the support of ESDIS have
comprehensively addressed the Information Society’s potential and risks for social
inclusion,�� providing an analytical basis for the recent Council Resolution on "e-
Inclusion". From a perspective on quality employment, ESDIS particularly recalls the
following aspects of e-Inclusion:

«�PDLQVWUHDPLQJ�EDVLF�,&7�OLWHUDF\�IRU�DOO�XQHPSOR\HG�«

Ensuring basic ICT skills has to be an integral part of enhancing employability, as the
lack of ICT literacy represents a fundamental barrier for (re)-entering employment. It
should be offered in a way responding to specific needs of people disadvantaged in
the labour market (as e.g very successful the ,ULVK CAIT Initiative which, among practices
from all Member States, is illustrated in the e-Inclusion report).

In some Member States basic ICT literacy has already become�PDLQVWUHDPHG�LQ
DFWLYDWLRQ�PHDVXUHV�

 In *HUPDQ\� all unemployed without any ICT skills are offered for free to obtain the
Internet-Driving Licence > (&'/"@��This initiative, launched in October 2000, has been
well received with about 80,000 unemployed having already obtained this certificate.
Particularly encouraging is the high participation of women (60% of total certificates). In
)UDQFH, all vocational training for job seekers run by the AFPA includes systematically
14 hours learning on the Web, with about 100,000 persons benefitting from this
programme in 2001.

Taking into account these experiences, ESDIS notes with interest the SURSRVDO of the
Spanish delegation to promote (8�ZLGH� EDVLF� ,&7� OLWHUDF\� WUDLQLQJ� IRU� WKH
XQHPSOR\HG� The proposal foresees the development of a basic ICT module of 25
hours which should be offered:

− to all European unemployed who attend vocational training;
− to all unemployed women during the next five years (20 % per year) to overcome

their particular barriers in accessing IS user jobs.

A further consideration of this proposal within the framework of the European
Employment Strategy could, one the one hand, effectively promote the acquisition of
basic skills among the unemployed and, on the other hand, prepare them for taking up
vocational training at higher skills levels. Recalling its recommendation of 5 October
2001,47 ESDIS suggests to combine this proposal with promoting the up-take of a
Europe-wide accreditation scheme such as the European Computer Driving Licence
((&'/� among the unemployed�
 

                                                
46 Commission Staff Working Paper "e-Inclusion. The Information Society’s potential for social

inclusion in Europe, 18.9.2001, SEC (2001) 1428; Council Resolution of 8 Oct. 2001 on ’e-
Inclusion' – exploiting th opportunities of the information society for social inclusion, OJ
2001/C 292/02

47 http://europa.eu.int/comm/employment_social/soc-dial/info_soc/esdis/is_01_18.pdf
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 ����KRZHYHU�DFFHVV�WR�TXDOLW\�MREV�QHHGV�PRUH�WKDQ�MXVW�EDVLF�,&7�OLWHUDF\����
 
 It should be made clear to the unemployed or people re-entering the labour market,
that ICT literacy adds necessary value to other skills, but it scarsely provides a job
guarantee as such. Further, it is essential to SUHYHQW�WKDW�DFWLYDWLRQ�PHDVXUHV�XQGHU
DQ�DWWUDFWLYH��,&7�ODEHO��lead disadvantaged people into IS jobs which are in reality
GHDG�HQG�ORZ�SD\�MREV��ZLWKRXW�MRE�VHFXULW\.
 
 ����HQVXULQJ�WKDW�,6�DFWLYDWLRQ�PHDVXUHV�WUDQVODWH�LQWR�UHDO�EHQHILWV����
 
In principle, however, D� ODUJH� QXPEHU� RI� ,6� MRE� SURILOHV� UHPDLQ� D� SURPLVLQJ
TXDOLW\� WDUJHW for activation measures. Particularly in e-business related segments,
there is still a high potential of vacancies DW�D�OHYHO�RI�WUDLQLQJ which can be obtained
in courses of a UHODWLYHO\�VKRUW�GXUDWLRQ� compared to other "traditional" skills which
frequently require longer and more formalised training.

A successful example in this respect, the 6ZHGLVK SwiT programme has already been
illustrated in the e-Inclusion report. In the 1HWKHUODQGV, further to recommendations of an
expert committee (Risseeuw Commission), the Dutch government has set up special
projects, together with the IT sector and schools, to attract disadvantaged candidates to IS
jobs (including women, older people, ethnic minorities). In 'HQPDUN, the National
Labour Market Authority AMS runs targeted IT courses for highly educated unemployed
of about half a year including practical experience In 6SDLQ, 14.000 unemployed are
being converted into IT professionals (in a programme from 2001 to 2004). In $XVWULD,
among several initiatives, "Telesoft 2" prepares unemployed for different job profiles of
lower-medium IT skills level (from call-centre worker to web-design) with more than 75
% finding a job after 90 days. (see also examples referred to in section B.2., e.g. the ,ULVK
Fast Track Initiative.)

If targeted at IS job profiles in demand and with high quality potential, IS activation
measures can play a crucial role LQ�VRFLDO�SODQV�UHVSRQGLQJ�WR�UHFHQW�PDVV�OD\�RIIV�

In %HOJLXP, the social plans responding to recent company closures provide, within their
training supply, modules in ICT, adapted  to the indivual and labour market needs.

 
 ����RQ�OLQH�SODFHPHQW�DQG�UHFUXLWPHQW�IDFLOLWDWHV�DFFHVV�WR�WKH�ODERXU�PDUNHW����

 
ICT support access to the labour market also by providing online services matching
job offers and seekers more easily and at a wider scale.

In $XVWULD, the "eJob-Room" of the Public Employment Service (AMS), awarded with
the "eGovernment label" by the European Commission, is used by more than 110.000 job-
seekers per month offering them for free direct contact with possible employers across the
country (25.000 vacancies per month). In ,UHODQG, the Irish national training authority,
FÁS IT department, developed specialised software which is facilitates a co-ordinated
approach to the management of client records, services and interventions in response to
company/factory closures. In %HOJLXP, job placement activities have been modernised
due to ICT, supplemented by the introduction of higher quality management and
organisational structures, with call-centres and web-sites matching a high number of job
offers and curricula vitae.In 3RUWXJDO an on-line recruitment service has been created
which targets jobs in the scientific and technological area.
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«�DQ�LQWHJUDO�DSSURDFK�WR�H[SORLW�,&7�RSSRUWXQLWLHV�IRU�SHRSOH�ZLWK�GLVDELOLWLHV
«

If e-accessibility principles are respected, ICT can bring people with disabilities into
new areas of quality employment. However, removing technological barriers is only
one aspect. ICT opportunities need to be an integral part of a job strategy for people
with disabilities.

ESDIS, with the support of the eAccessibility expert group, will draw up a VSHFLDO
UHSRUW� E\� WKH� HQG� RI� ����, addressing major components of the LPSDFW� RI� WKH
,QIRUPDWLRQ� 6RFLHW\� RQ� WKH� OLIH� DQG� HPSOR\PHQW� RI� SHRSOH� ZLWK� GLVDELOLWLHV�
contributing to the preparation of the year of people with disabilities in 2003.

In 6ZHGHQ, the Swedish Handicap Institute has conducted a programme of
development and practical tests of ICT systems for disabled persons (1998-2001),
integrating an application programme, an information campaign, a ICT training
programme for people with disabilities, and a study of the social and economic
consequences of ICT measures. In ,WDO\, the employers association Confindustria has
recently adopted an Action Plan for improving the quality of life of people with
disabilities which includes measures to enhance their participation in training and
work through ICT.

 «�IXUWKHU�DFFHVV�LQ�3XEOLF�,QWHUQHW�DFFHVV�LV�QHHGHG�«�
 
 The e-Inclusion report highlighted the essential role of public Internet access points
(PIAPs) for bringing disadvantaged people into IS opportunities. However,
considerable SURJUHVV in the quantity of PIAP since last year is YLVLEOH�RQO\�IRU�VRPH
0HPEHU�6WDWHV�
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%����(QVXULQJ�WKH�KHDOWK\�XVDJH�RI�,&7

����,&7�FDQ�HOLPLQDWH� WUDGLWLRQDO�GDQJHUV�WR�KHDOWK�DQG�VDIHW\�DW� WKH�ZRUNSODFH�
EXW�QHZ�ULVNV�QHHG�WR�EH�SUHYHQWHG����

On one hand, ICT have the potential to substantially improve workplace health and
safety by taking workers away from heavy, noisy and inherently dangerous equipment
through remote control or full automation processes for production line. With
appropriate work organisation, they can also reduce work burdens as suggested by the
overwhelming majority of users which underline that ICT "made their job easier"�(see
chart in section B.1.)

On the other hand, there is an increasing evidence for VHULRXV�QHZ�KHDOWK�DQG�VDIHW\
ULVNV  relevant to ICT work including48

• SV\FKRVRFLDO�HIIHFWV such as stress symptoms49 due to excessive working hours,
work load and increasing complexity of tasks or isolation in home workers.
Several of the quality elements of IS work, can produce negative side-effects:
information overload through e-mail, difficulty to distinguish significant and
insignificant information, permanent accessibility (see section on private
life/work), stress of continuous up-skilling, decrease of human relationships
replaced by virtual contacts.

• SK\VLFDO�LPSDLUPHQWV such as repetitive strain injuries and musculo-skeletal
illnesses due to inadequate or ergonomically unadapted equipment or to forced
postures and combined effects of both.

                                                
48 see e.g. recent publications by the European Agency for Safety and Health at Work in the

Context of the European Week for Safety and Health 2000 or the Swedish 2001 EU
Presidency Initiative Worklife 2000 and the results of labour force surveys e.g. performed by
the Dublin Foundation for the Improvement of Living and Working Conditions .... complete
quotations

49 According to a French study, e.g., the proportion of workers declaring strong work pressures
has increased from 12 % in 1984 to 40 % in 1998.
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Some of these effects cannot automatically be attributed to excessive use of ICT but
are a direct consequence of work postures or work organisational aspects related to
activities involving ICT.50

The European Employment Strategy takes these factors into account by including new
risks like repetitive strain and exposure to stress LQ�WKH�OLVW�RI�TXDOLW\�LQGLFDWRUV to be
further developed.

����WKH�SROLF\�UHVSRQVH�QHHGV�WR�EH�HQKDQFHG�DW�DOO�OHYHOV����

As concerns specific health aspects of ICT, OHJLVODWLRQ�LV�LQ�IRUFH to DGGUHVV�GLVSOD\
VFUHHQ use but RWKHU� VDIHW\� DVSHFWV are still under consideration and should be
VSHHGHG�XS:

Workers are protected against the risks involved in working at FRPSXWHU�VFUHHQV by the
provisions of Council Directive 90/270/EEC on the minimum safety and health
requirements for work with display screen equipment. The Directive requires employers to
perform an analysis of workstations in order to evaluate the safety and health conditions
for workers. Employers are obliged to plan workers’ activities so that daily work at the
display screen is periodically interrupted by breaks or changes in activity. Workers are
entitled to have appropriate eye and eyesight tests before commencing any display screen
work, at regular intervals thereafter, and if they experience visual difficulties. An annex
lays down the minimum requirements concerning the components of the workstation: the
image on the screen must be stable, the keyboard must be separate and radiation must be at
negligible levels.

Many of the key RWKHU� KHDOWK� DVSHFWV of the use of the equipment associated with
information and communications technologies are the subject of a ORQJ�VWDQGLQJ� GUDIW
GLUHFWLYH first proposed by the Commission in 1992. The proposed directive "on the
minimum health and safety requirements regarding the exposure of workers to the risks
arising from physical agents" (COM(92)560) covers four physical agents: noise,
vibrations, electromagnetic fields and optical radiation.51

 
$�QHZ�&RPPXQLW\�KHDOWK�DQG�VDIHW\�VWUDWHJ\ for 2002-2006, to be presented by the
Commission in early 2002, will reinforce the EU’s commitment to achieving the
highest health and safety standards on the workplace addressing also new risks.
 
 Within this framework, exchange of practices should further stimulate the adaptation
of QDWLRQDO�KHDOWK�DQG�VDIHW\�SROLFLHV to new risks.
 

In 6ZHGHQ, the government recently adopted an "11 point programme" to promote healthy
workplaces in a Knowledge based Society.52

 

                                                
50 In this respect, also other new risks related to e-work need to be prevented (e.g. respect of

health and safety provisions for teleworkers, e.g. at home [see section B], or dangerous mobile
work while driving.)

51 Currently, only provisions relating to noise have been adopted, a common position has been
reached concerning vibrations, but it is hoped that the other two fields which are of particular
relevance for ICTs will soon become mandatory.

52 http://naring.regeringen.se/inenglish/pdf/n2001_056e.pdf
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 Further, as not all causes of ICT related health risks are appropriate subjects of legal
regulation, voluntary efforts by 6RFLDO�3DUWQHUV are decisive. Health and safety at the
workplace are also a key element within FRUSRUDWH�VRFLDO�UHVSRQVLELOLW\.53

 In $XVWULD� voluntary measures provided by the Austrian Labour Inspection, the Austrian
Accident Insurance Board and Social Partners include guidelines for risk assessment and
effective technical and organizational measures in relation with ICT work, with a special
emphasis on low and medium sized enterprises and guidelines for workers for the
assessment of their working conditions. In the 1HWKHUODQGV, Social Partners introduced
preventive measures in several sectors with a higher risk of ICT-usage (PC work,
repetitive actions), supplemented by government action.
 

Finally, legal provisions and voluntary agreements should be made effective in terms
of
• PRQLWRULQJ�RI�QHZ��DULVLQJ�DQG�NQRZQ�ULVNV�DQG�KHDOWK�HIIHFWV due to the use

of ICT, related to ergonomic, psychosocial and work organisation aspects
• SURYLVLRQ�RI�FRPSUHKHQVLYH�WUDLQLQJ��DGYLFH�DQG�FRQVXOWDWLRQ (e.g. related to

ergonomic aspects) with a special regard to home workers.

In *HUPDQ\, two pilot projects aim at improving working conditions in FDOO�FHQWUHV (from
July 2000 to June 2002), both in the private and public sectors. They analyse health and
safety risks for workers of call-centres, and pilot innovative solutions for enhanced
working conditions. The project will result in the dissemination of guidelines.54

%����H�'LDORJXH�LQ�LQGXVWULDO�UHODWLRQV

The development of ICT, IS jobs and industrial relations are affecting each other
mutually in a various ways (with different results according to the traditions of Social
Partnership in the individual Member States):

• first, as underlined across this paper, the knowledge-based economy in general,
and the impact of ICT on jobs in particular, FUHDWH�QHZ�LVVXHV�DQG�FKDOOHQJHV�IRU
WKH�QHJRWLDWLRQV�EHWZHHQ�VRFLDO�SDUWQHUV – ensuring appropriate frameworks for
IS skills, new forms of work organisation and flexibility, aspects of health and
safety at the workplace, and the balance of privacy and work.

As an example of a list of issues directly related to ICT usage to be addressed according
to a trade union perspective, see the campaign of the International association of white
collar trade unions UNI "on-line rights for on-line workers"55.

• In some cases, trade unions directly support the e-Inclusion of their members.

In 6ZHGHQ, the biggest trade union LO provides cheap computer rental service for their
members.

• There is a tendency for GHFUHDVLQJ�FROOHFWLYH�DFWLRQ�DPRQJ�NQRZOHGJH�ZRUNHUV:
                                                
53 European Commission, Green Paper on Promoting a European framework for corporate social

responsibility (July 2001), p.10
54 www.ccall.de , info@ccall.de , www.ver-t-i-call.de
55 http://www.union-network.org/unisite/Sectors/IBITS/ICT/online.htm
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− A more dispersed IS workforce, working flexible hours or teleworking, finds it
more difficult to act together.

− Knowledge workers, particularly in some new IS jobs, regard themselves more
as professionals, than as workers, preferring thus individual bargaining on
working conditions with their employers to the participation in collective
action.

− This trend is particularly underlined by research on the segments of the ICT
sector concerned with software development and on-line services, which are
characterized by extremily low levels of membership in unions and a lack of
collective agreements (apart from a few exceptions). But with the current
down-turn, new challenges for social dialogue may arise also in these areas.56

7$%��,&7�HPSOR\HHV�FRYHUHG�E\�FROOHFWLYH�EDUJDLQLQJ��VRXUFH��(,52�������

Country % of employees covered
Austria 100%
Belgium 100%
Denmark 60%
France 100% in telecommunications, 73% in IT services
Germany 20%
Netherlands 23%
Norway 70%-75% in manufacturing
Portugal 44%
Sweden 62%

• On the other hand, social dialogue and worker participation can be substantially
improved as trade unions and employers use ICT to communicate with members
and employees. Individual workers can express their views more easily to their
representatives at company level, trade unions or employers.

This communication can have a SRVLWLYH� HIIHFW� RQ� WKH� HIIHFWLYHQHVV� RI� WKH
³FRQVXOWDWLRQ�HFRQRP\´ and, thus, on the quality for change.

In the 1HWKHUODQGV, Internet facilities are used to communicate the results of the regular
consultations between the government, employer organisations and trade-unions, e.g.
about wage-developments, pensions, employability and parental and educational leave, to
lower levels of employer organisations and trade-unions, but also directly to employers,
work-councils and employees. More intensively, the Confederation of Christian Trade-
Unions (CNV) uses internet-facilities to develop effective contacts with works-councils,
for instance by providing support to increase the influence of works-councils on strategic
issues.

 

• The scope of ICT usage has frequently become subject to agreements (at company
level), regulating the ERXQGDULHV�EHWZHHQ�FRPSDQ\
V�DQG�WKH�XQLRQ
V��RQ�OLQH�
VSKHUH�. Such agreements exist both in the private sector...

 
 In )UDQFH, the automobile industry and other big enterprises have reached agreements
determining the conditions under which the trade-unions and worker representatives are
allowed to use ICT tools provided by the company (concerning the use of the mailing
system, the access and presence on the company’s intranet, the training of personnel
representatives, creation of web site etc.). In these cases, employees are generally allowed

                                                
56 EIRO report on IIRR in the ICT sector

http://www.eiro.eurofound.ie/2001/08/study/TN0108201S.html
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to individually communicate with their trade union, but the mailing system can not be
used for collective diffusion of manifests.

… and in the public sector.

In )UDQFH, every ministry defines a "charte" on the e-relations between trade unions and
public employees. Further, until 2002, all ministerial intranets will be provided with a
discussion room to encourage an open debate among civil servants on the implementation
of policies, but also on the methods and difficulties of work organisation.

• Finally, ICT can lead to new forms of "trade unions" with virtual character,
focusing on on-line service across territorial borders.

As a result of combined efforts of various international and national trade unions, led
by UNI, a new site http://www.e-tradeunions.org has been set up end 2001 to provide
advice to union "web-workers" across the world.
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�������������3DUW�&��&RQFOXVLRQV

This report underlines that the basic assumptions and policy objectives set-out in the
"Strategies for Jobs in the Information Society" are not rendered invalid by the recent
slow-down in some segments of the ICT sector. On the contrary, the LPSDFW�RI� WKH
,QIRUPDWLRQ�6RFLHW\� RQ� HPSOR\PHQW� FRQWLQXHV� WR� JURZ spreading throughout the
economy – with ICT usage increasing as predicted, e-business successfully entering
traditional firms, and shortages of ICT and e-business experts remaining a real
concern.

The Information Society contributes to creating more jobs, but also to ensuring better
jobs. The report highlights WKH� DGGHG� YDOXH� RI� ,6� MREV� IRU� HQKDQFLQJ� TXDOLW\
HPSOR\PHQt – particularly in terms of increased responsibilities, adaptable skills, new
forms of work organisation, additional opportunities for flexibility and work-life
balance, especially through telework, as well as facilitating access to the labour
market.

However, this TXDOLW\�SRWHQWLDO�LV�VWLOO�IDU�IURP�EHLQJ�IXOO\�H[SORLWHG� The "quality
gap" UHGXFHV�WKH�DFWXDO�EHQHILWV�RI�WKH�,6 for individual workers or job-seekers. The
lack of adequate investment in human capital and work organisation also impedes the
innovation and productivity potential of ICT for the EU economy.

Furthermore, new risks to certain quality aspects of employment emerge due to the
Information Society – e.g. gender inequality in IS expert jobs, excessive uncertainty,
loss of social safeguards for e-workers, on-line surveillance, new health and safety
concerns. The evaluation and SUHYHQWLRQ� RI� WKHVH� QHZ� ULVNV� QHHGV� WR� EH� IXUWKHU
HQKDQFHG.

In today's economic climate it is all the more necessary to WDS� WKH� SRWHQWLDO� RI
,QIRUPDWLRQ� 6RFLHW\� MREV� IRU� PDQDJLQJ� FKDQJH and for sustaining the next
economic up-turn. 3XEOLF�DXWKRULWLHV�WRJHWKHU�ZLWK�WKH�6RFLDO�3DUWQHUV need to step
up their efforts to provide appropriate framework conditions and incentives to further
increase the quality value of IS jobs.

Based on the analysis and the practices set out in the report, the (6',6 High Level
Group, composed of representatives of the Member States, highlighted in particular
the XUJHQF\� RI� DGGUHVVLQJ� WKHVH� FKDOOHQJHV, across all relevant policies and at
appropriate levels, recalling the key role the Employment Guidelines attach to the
Social Partners in this context��(see details in Annex)

,QYHVWLQJ� LQ� WKH� TXDOLW\� GULYHUV of Information Society jobs will contribute to
enhancing quility employment in Europe, and should, eventually, also materialise in
further increasing the Information Society's TXDQWLWDWLYH�LPSDFW�RQ�HPSOR\PHQW by
making change happen.
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$QQH[���.H\�FKDOOHQJHV�LGHQWLILHG�E\�(6',6

½ WR�SURYLGH�DOO�ZRUNHUV�ZLWK�WKH�DSSURSULDWH�WUDLQLQJ�WR�HIIHFWLYHO\�EHQHILW�IURP�,6
ZRUNSODFHV��DQG�VWUHVVLQJ�LQ�SDUWLFXODU�WKH�QHHG�IRU�

– mainstreaming ICT related skills in vocational training activities,
– promoting the up-take of EU-wide basic ICT skills accreditation including, for

example the European Computer Driving Licence (ECDL);
– combining technical ICT literacy with contextual skills, linked to the

transformation of working methods,
– continuosly up-dating IS skills in line with technological and organisational

change;
– enhancing support to workers of small enterprises which lag behind in IS skills;
– encouraging the usage of appropriate e-Learning facilities at the workplace;

½ WR� IDFLOLWDWH� WKH�UHWUDLQLQJ� WR�KLJK�TXDOLW\�,&7�DQG�H�EXVLQHVV�H[SHUW� MREV��ZLWK
WKH�GXDO�REMHFWLYH�RI�HQKDQFLQJ�WKH�DGDSWDELOLW\�DQG�HPSOR\DELOLW\�RI�ZRUNHUV�DQG
UHGXFLQJ� VNLOOV� VKRUWDJHV� �VXSSOHPHQWDU\� WR� WKH� IXUWKHU� LQFUHDVH� LQ� ,&7� UHODWHG
HGXFDWLRQ���LQ�SDUWLFXODU�E\�

– targeting conversion courses with widely recognised certificates, based on an
improved analysis of labour market needs and career-perspectives in IS jobs;

– enhancing incentives for people at risk in the labour market, particularly older ICT
experts, to take-up such retraining courses;

– considering the conversion to IS job opportunities in the policy response to mass-
redundancies;

– fostering the co-operation with industry in this context;

½ WR� LQWHJUDWH� WKH� GHYHORSPHQW� RI� ,&7�DW�ZRUNSODFHV� LQWR� DQ�KROLVWLF� DSSURDFK� WR
FKDQJHV�LQ�ZRUN�RUJDQLVDWLRQ��DQG�VWUHVVLQJ�LQ�SDUWLFXODU�WKH�QHHG�IRU�

− consulting workers on the ICT development at their workplace;
− providing appropriate training on new tasks and working methods due to ICT

induced reorganisation;
− exploiting ICT for transforming workplaces to pro-active learning organisations,

creating positive effects on innovation and social capital;
− networking workplaces for sharing and applying best practices;
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½ WR� H[SORLW� WKH� EHQHILWV� RI� IOH[LEOH� IRUPV� RI� ZRUN� SURYLGHG� E\� ,&7� DQG� WKHLU
SRVLWLYH�LPSDFW�RQ�WKH�ZRUN�OLIH�EDODQFH��ZKLOH�SUHYHQWLQJ�QHJDWLYH�HIIHFWV�RQ�WKH
VHFXULW\�RI�ZRUNHUV��UHFDOOLQJ�WKH�LQYLWDWLRQ�WR�WKH�6RFLDO�3DUWQHUV�WR�GHYHORS�WKH
IUDPHZRUN� FRQGLWLRQV� IRU� PRGHUQ� ZRUN� RUJDQLVDWLRQ� XQGHU� WKH� (PSOR\PHQW
*XLGHOLQHV��DQG�FRQVLGHULQJ�LQ�SDUWLFXODU�WKH�QHHG�IRU�

− encouraging flexible time arrangements which tap the potential of e-work in a way
that creates benefits for both, workers and employers;

− while preventing excessive workload due to flexibile e-work at home, taking also
account of gender-specific effects and the needs for childcare;

− recognising the appropriate private usage of ICT at the workplace as an aspect that
increases the quality of work;

− setting conditions for on-line surveillance and monitoring at workplaces,
welcoming the ongoing efforts in this respect at European level to provide further
classification and guidance;

− encouraging the exchange of ICT skills across national borders and on-line
services furthering Europe-wide employment mobility, recalling the
recommendations of the High Level Task Force on Skills and Mobility;

½ LQ� SDUWLFXODU�� WR� LPSURYH� WKH� IUDPHZRUN� FRQGLWLRQV� IRU� WHOHZRUN� UHVSRQGLQJ� WR
WKH�ZLGHVSUHDG�LQWHUHVW�LQ�LW�DPRQJ�ZRUNHUV�

− welcoming that the negotiation on telework has become an important issue in the
agenda of European Social Partners with a view to agreements on telework;

− reaping the benefits of the exchange of good practices, including fiscal measures,
consultancy services, and the provision of infrastructures;

− considering the gap between the high number of home computers used for work
and the significantly smaller proportion of declared teleworkers;

− paying attention to new perspectives of mobile e-work and developing framework
conditions in line with technological progress;

½ WR�RYHUFRPH�WKH�VLJQLILFDQW�JHQGHU�LQHTXDOLWLHV�ZKLFK�VWLOO�SUHYDLO�LQ�,6�WUDLQLQJ
DQG� MREV� DQG� HVSHFLDOO\� WKH� XQGHUUHSUHVHQWDWLRQ� RI� ZRPHQ� LQ� KLJK� TXDOLW\� ,6
H[SHUW�MREV��LQ�SDUWLFXODU�E\�

− increasing the attraction of these jobs to women through appropriate awareness
raising and a review of curricula;

− encouraging the up-take of women across all IS training activities preparing for
quality jobs, starting with a reinforced focus on technological subjects in
secondary education;

− making working conditions in ICT industries more attractive;
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½ WR� WDS� WKH� ,QIRUPDWLRQ� 6RFLHW\
V� SRWHQWLDO� IRU� IDFLOLWDWLQJ� WKH� DFFHVV� RI
GLVDGYDQWDJHG�SHRSOH�WR�WKH�ODERXU�PDUNHW��UHFDOOLQJ�WKH�UHFRPPHQGDWLRQV�RI�LWV
�5HSRUW�RQ�H�,QFOXVLRQ��DQG��LQWHU�DOLD��VWUHVVLQJ�WKH�QHHG�IRU�

– mainstreaming basic ICT literacy in activation measures for the unemployed,
noting with interest the Spanish proposal for developing Europe-wide training
modules as set-out in this report;

– putting  an emphasis to raising IS skills among female job-seekers, particularly
after longer periods out of work;

– ensuring that activation measures in IS skills (beyond basic literacy) do not only
prepare for low-end jobs, but enable the taking-up of quality IS jobs;

½ WR�HIIHFWLYHO\�SUHYHQW�QHZ�KHDOWK�DQG�VDIHW\�ULVNV�GXH�WR�WKH�,QIRUPDWLRQ�6RFLHW\�
LQFOXGLQJ�SK\VLFDO�LPSDLUPHQWV�DQG�SV\FKR�VRFLDO�HIIHFWV��LQ�SDUWLFXODU�E\�

− speeding-up pending legislation and reviewing existing legislation concerned with
such risks, in line with the Community's new health and safety strategy;

− underlining the importance of corporate social responsibility to enhance voluntary
prevention;

− enhancing the monitoring, consultation and training on new health and safety
risks;

½ WR�VWLPXODWH�QHZ�IRUPV�RI�H�GLDORJXH�DQG�JRYHUQDQFH�LQ�LQGXVWULDO�UHODWLRQV� ��

− encouraging the usage of RQ�OLQH�FRPPXQLFDWLRQ among Social Partners as well
as between workers and their representatives;

½ �WR�SURPRWH�WKH�GHYHORSPHQW�RI�,&7�HTXLSPHQW�DQG�VRIWZDUH�WKDW�UHVSRQGV�WR�WKH
TXDOLW\�QHHGV�RI�ZRUNHUV�DQG�ZRUNSODFHV��LQFOXGLQJ�

− improving on-line help;
− facilitating the organisation of information to prevent overload;
− enhancing different aspects of ICT security;


