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How many teleworkers?

This report describes the state of affairs in the Netherlands with regard to teleworking. Due to strong liberalization efforts in the turn of the century the telecommunications industry has rapidly grown and is increasingly competitive.
 Telecommunication prices have been lowered mainly due to the heavy competition in this market. Forecasts indicated a growth in the internet use from 1998 tot 2002 by 100% a year, and an average growth in mobile telephony of 60% a year. With regard to the quality, penetration and use of communications infrastructure the Netherlands now belong to the top group in the world.
 The Netherlands offer very good infrastructural prerequisites and preconditions for new forms of work, such as telework [Overmars 2000:3]. The Dutch government has invested in programmes that facilitate the diffusion and penetration of electronic commerce and telework. 

The Netherlands have a successful trading economy with the highest proportion of employment in services of any EU economy. “With an overall high take up of ICTs and progressive labour market policies together with well-developed language skills, the country is among the best placed in Europe to gain from emergence of a global networked economy, so it is not surprising that the Netherlands is one of the European countries where telework is most widespread” [European Commission: Status Report on Telework, 1999].

Estimations of the percentage of teleworkers in the Dutch labour force do vary by the definitions that are used. 

According to the 2nd European Survey on Working Conditions [1996], in which about a thousand employees were interviewed, 8.9% of the Dutch labour force belongs to the employed or independent teleworkers. Teleworkers were defined as groups that work at home for at least a quarter of their working hours and that work with a computer for at least a quarter of their working hours  [Dhondt / Van den Heuvel 2000]. 

Roughly a third of the teleworkers is self-employed. Teleworkers have a relatively high level of education and are slightly older than the average employer. Although many people expected otherwise, telework does not –automatically or spontaneously– lead to a shift in the distribution of caring activities and of the household income. 

In 1996 the international research centre IDC Benelux counted 137,400 formal teleworkers (workers who have an agreement with their employer and work at home a few days a week: 2.1 % of the labour force), and 400,000 mobile workers, who work on different locations using ICT.

In 1999 IDC counted 200,000 formal teleworkers; appr. 3% of the total work force. To illustrate the methodological problems of statistical data: according to the European Commission [1999 – Status Report on European Telework] there were 1,044,000 teleworkers in the broad sense of the word, or 14.5% of the work force.

	Forms of telework
	Amount of workers
	Total teleworkers in  % 

of work force

	a. Home based telework

	285,000
	4.0

	b. Self-employed in SoHo

	166,000
	2.3

	c. Mobile telework
	308,000
	4.3

	a-c (excluding overlaps)
	593,000
	8.3

	d. Supplementary telework
	451,000
	6.3

	a-d (excluding overlaps)

	1,044,000
	14.5


Source: EcaTT study1999
This rapid growth is partly the effect of a broader definition, partly of a real growth of the number of teleworkers. 

According to the forecasts of EcaTT [2000] the number of teleworkers as part of the total work force in the European Union will reach the 11 percent threshold in 2005.
 The Scandinavian countries and the Netherlands will be the front-runners, having a more than average distribution rate of telehomework and other forms of telework. It is expected that the total amount of teleworkers in the Netherlands will grow from 14.5 percent in 1999 to 25.2 percent in 2005. In the same period the amount of telehomeworkers in the Netherlands will increase from 4 percent to 9.7 percent.

Most analysts expect that in the coming years the amount of teleworkers will grow substantially.
 Not in the least because the need to telework is very strong among the employees.
 In 2002 Dutch employees who worked at least 12 hours per week were asked if they would like to telework. More than 43 percent of them gave a positive response to this question [Loonwijzer 2002].
There are, however, some problems and bottlenecks faced by the people working at home.
 Each category of teleworkers faces different problems, which asks for different approaches from management and trade unions. 

There are more than 1 million e-workers in the Netherlands. The total potential of e-workers is estimated at 2 million.
 So there is one million to go before the point of saturation will be reached. Philip Todd, director of the Dutch TelewerkForum, expects that the next 1 million teleworkers will be reached within 4 years, due to the introduction of broadband, UMTS and mobile computing [Heijltjes 2004].
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1 Motives to telework

There is a strong need for telework among the Dutch employees. The three most important motives for employees to telework are: (1) freedom and flexibility to structure work and leisure time, (ii) reduction of commuting time, and (iii) concentrated work. It catches the eye that telework is not or only to a small degree perceived as a possibility to combine work and family life [Van Vuuren et al. 1999; Wetzels/Tijdens 2001:22; Peters et al. 2001].
For employers telework is possible when the position or the work activities allow it.
 But why would employees want to telework? What motives do they have to telework and which benefits do they expect?

The first motive to telework is freedom and flexibility. For 26 percent of the teleworkers this is the most dominant motivation. For people who want to telework this is even higher: 48 percent [Van Vuuren et al. 1999]. Other studies show similar results [Tijdens et al. 2000]. Telework allows people to structure their own daily timetable, so teleworkers can plan their work and combine it with visiting a post office, doing some shopping, attending sports training or picking up the kids from school. 

The second motive is reduction of commuting time (20 percent for teleworkers, and 26 percent for wannabe teleworkers). Teleworkers do have longer commuting times than comparable professional groups who could telework but don’t do it. Travelling costs are of no major significance, but the time spent on commuting is very important. Telework is especially done and wanted by employees who have to use a car to commute between home and work.
 

The third motive to telework is tranquillity (20 percent among teleworkers, and 19 percent among wannabe teleworkers). People are looking for a quiet place where they can work in a concentrated manner for a certain period of time. The workplace at the office apparently offers insufficient possibilities for concentrated work. Workplaces in central offices are turbulent and restless environments where employees can hardly perform activities that require high concentration, such as writing a memorandum or designing a new policy. 

To a much lesser extent telework is perceived as a possibility to combine work and family life (only 7 percent of the teleworkers, and 15 percent of the wannabe teleworkers). For most employees telework is not an alternative for childcare. This does not imply that the preferences of employees to telework are not influenced by their personal circumstances at home. When there are more children in the household, the wish to telework at home is smaller. Employees with a child younger than 4 years are more inclined to telework at home than employees of which the youngest child is 12 years or older. Living together with a partner has no effect on the telework preferences of employees [Peters et al. 2001].

Summing up: employees want to telework especially because they wish to structure their own timetable of the day, want to work in conditions that do not interfere with their concentration, and that reduce their commuting time (‘temps perdue’). 

2 Mobile work: nomadic workers

Almost 30 percent of all teleworkers can be classified as mobile or nomadic teleworkers. Mobile work is work that is not carried out on one fixed place, but is carried out by means of mobile devices such as a laptop, a PDA or a mobile phone. With these devices any kind of digital information can be retrieved, stored or processed, and any kind of communication can be sustained. Mobile work can be done on the road, at the central or satellite office, at home, or in the neighbourhood of one’s home. Mobile work can be done at (almost) any place and (almost) any time. 
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Mobile work has a great future. In July 2004 the telecom provider T-Mobile interviewed professional users of mobile phones.
 In the Dutch world of business 85 percent considers mobile work as the ideal way of working. Preferably they want to work mobile half of an average week. Most men and women consider it as very attractive that they can determine where and when to work themselves. “You are flexible, it is efficient, and in principle you can do it always and anywhere, and therefore it is also convenient” (34%) and “I can concentrate better” (30%), are other, often mentioned arguments. 

The main fundamental benefit of mobile work is that people can decide themselves where and when they work. The main practical benefit is that people can organize multiple tasks at the same time and can utilize their time more efficiently. 

While men predominantly see the benefits of mobile work, women sometimes feel a certain pressure to work (mobile), just because it is possible and the facilities are there. One out of ten women rather does something else than working while they are on the road. Almost half of the managers (44 percent) keep working while they are on a business trip. For other employees it is sufficient when their mobile phones are working while they are travelling (64 percent). 

Although an overwhelming majority has a positive attitude towards mobile work, they also say that those mobile devices should be switched off once in a while, for example on holidays or during other private situations. People don’t want to work any ‘idle’ minute of the day (32%), expect more stress from mobile work (20%) and are afraid that they cannot resist working when they are at home (18%). 

Managers are more often asked to be within reach outside working time. According to a recent study of Ernst & Young [2004] one out of four managers has to be approachable even during holidays. A quarter of the managers indicate that they are troubled by stress due to the fact that they have to be permanently accessible.
 Working during holidays is a phenomenon that especially occurs in commerce, industry and commercial services. It also frequently occurs in small and medium enterprises (75%). The percentage grows according to the position in the organizational hierarchy. In government institutions and non-profit organizations working during holidays is less common than elsewhere. 

3 The European context

In 2000 the heads of government of the European Union proposed a rather ambitious perspective: in 2010 the EU was to be the most dynamic and competitive region in the world, with a key role for the knowledge economy. To realize this ambition, efforts should be made to modernize labour relations. Telework is seen as a very important issue. It is one of the most effective ways to support the transition to a knowledge economy. 
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The European Commission asked the European social partners to make an agreement to stimulate telework. The European social partners complied with this request. On 20 September, ETUC (and the liaison committee EROCADRES/CEN), ETUC, UNICE/UEAPME and CEEP announced their intention to start negotiations aimed at an agreement to be implemented by the EU members. 

In July 2002 the social partners signed a frame agreement on telework.
 It stresses that Europe has to encourage the develop​ment of telework in such a way that flexibility and security go together and that the quality of jobs is enhanced, and that the chances of disabled people on the labour market are increased. Telework is seen as a way to modernize the organization of work that corresponds to the specific needs of the social partners. Although it covers different forms of telework, the agreement is limited to regular telework in the context of an employment contract or relationship. 

The agreement is based on the recognition that teleworkers benefit from the same protection as employees working at the employers’ premises. Regarding employment conditions teleworkers should benefit from the same rights, guaranteed by applicable legislation and collective agreements. 

Following the European summit that was held in Lisbon in 2000, the Dutch parties that cooperate within the Stichting van de Arbeid drafted a recommendation on telework.
 This recommendation includes: 

· Agreements between employers and employees concerning telework.

· Regulations concerning telework: ARBO, REA, fiscal aspects, workplace requirements.
· How to implement telework in collective labour contracts (including some examples) .

· An example of a frame agreement on telework.

· Frame Agreement on Telework (European version of UNICE, UEAPME and CEEP).

4 Policy of Dutch government

The Dutch government assumes that telework can obtain a more prominent role when the potential of the information and communication technology is exploited in a proactive manner. In this context the government decided to develop a framework for telework to regulate its legal status. The starting point was that the decision whether employees can telework will be made by manager and employee themselves. 

Telework matches very well with the goals of several ministries. Telework helps to thin the traffic-jam, a wish of the Ministry of Transport, Public Works and Water Management [Verkeer & Waterstaat]. Telework reduces the emission of CO2-gasses because there will be less transfers, a wish of the Ministry of Housing, Spatial Planning and the Environment [VROM]. Telework also helps ’task combiners’, parents with a caring task for children or elderly people. This corresponds to the policy of the Ministry of Social Affairs and Employment [SZW].
 This ministry advocates a policy aimed at a good balance between work, care and social participation, and the reintegration of disabled employees.
 Finally, telework corresponds to the goals of the Ministry of Economic Affairs [EZ] to stimulate and intensify the use of ICT and new forms of e-work [Heijltjes 2004]. 

4.1 Frame agreement on telewerk

In June 2001 a frame agreement
 was issued which forms the basis upon which every governmental organization can design their specific telework policy. Every public servant can submit a request to his superior to telework one or more days a week.

In the frame agreement the most important aspects concerning telework are regulated. For instance: which arrangements between employer and employee have to be settled, which facilities the employer has to provide to his teleworkers.

The frame agreement presupposes that a telework agreement will be drafted, and that people will work from home (and not from a telecentre). This restriction is ingrained in the sheer definition of telework that is employed by the Ministry of Internal Affairs: “to perform activities on behalf of the department in the home of the public servant in which information and communication technology is used” [article 1].  

The written record of the arrangements on telework should take into account the requirements that arise from the Law on Labour Conditions (Wet op de Arbeids​omstandigheden – ARBO), the accessibility of the teleworkers, the manner of feedback with the organization, the activities that have to be performed, the facilities that are granted to the teleworkers, the period in which the employee works, the amount of days a week and the specific days that the employee will be teleworking; the grounds upon and manner in which the agreement can be terminated; the consequences of this termination for the telework facilities that were offered; information security and privacy aspects [article 5]. All these elements are laid down in a telework agreement between employer and employee.

In the description of telework facilities the computer, telephone and design of workplace are mentioned, but also “a compensation for the costs of the use of private room” [article 6 h], which amounts to 60 euro gross per month [art. 7.3]. At this point the description is again restrictive. A non-discriminating description would have read: “a compensation for the costs of the use of a workplace”. 


[image: image2]
In the clarification of the frame agreement the minister emphasized that the agreement does not imply rules about when and why to telework. Connected with this is the promise that the agreement “will not unnecessarily restrict the room for persons concerned to make arrangements about the application of telework”. The agreement clarifies the legal aspects of telework and eliminates some barriers for the application of this work form. The reduction of ‘telework’ to ‘telehomework’, however, obscures the view on other forms of telework. This reduction is presented as a fixed fact. In this vision the ‘main forms of telework’ have one thing in common: ‘the place of employment is the home of the employee’.  Or even stronger: “the home is the proper place of employment”.  

4.2 Law on labour conditions: ARBO

The frame agreement on telework explicitly refers to the requirements which result from the Dutch Law on Labour Conditions (ARBO). These are: 

· The employer is obliged to see to it that the workplace of the teleworkers complies with the Arbo-requirements and that the teleworkers meet the specific Arbo-rules also at home. Because the employer cannot supervise the workplace permanently and directly, proper counselling of the employee is required. 

· The teleworker has to declare explicitly that the workplace satisfies the Arbo-requirements and that he will perform his activities according to the ruling Arbo-prescriptions. 

· The teleworker has to commit himself to the fact that the employer has the right to control the workplace, on the condition that this control is announced on time.

4.3 Shift in governmental policy

The Dutch government has stimulated telework not only by special projects, but also through tax benefits for employers who facilitate teleworking for employees. It seems that there are two shifts or turning points in the Dutch policy on telework. In the first part of the nineties the Dutch government was very active in the promotion and facilitation of telework. Then her policy broadened towards a more integrated approach of teleworking: “improvement of operational processes by means of far-reaching flexibility with regard to time and place, partly through the innovative efforts of ICT and the accompanying management of these operational processes” [Overmars 2000:11].
Since the beginning of the new century the government has reduced her stimulation of telework. Tax benefits for employers related to the staging of a home office are cancelled or drastically reduced. The Ministry of Finance decided to economize on the tax reductions for the home office. 

In 1998 the government introduced the so-called ‘PC private regulation’ (PC-privéregeling). This is a tax regulation that allows employees to buy a computer at a very low price. It was a regulation that was cited abroad many times as an example of how to operate as a government to stimulate innovation. 

In 2003 the tax-free acquisition amount for a pc was lowered from 2269 euro to 1415 euro. And in the next year the PC private regulation was aborted overnight. This has been interpreted as “the bankruptcy of the Dutch knowledge economy” [Pim Eitjes, MegaSellers]. This is probably an interest driven exaggeration. But it will most certainly not lead to a strengthening of the Dutch competitiveness in Europe. 

In the past years many people took advantage of the fiscal benefits of the PC private regulation.
 Many (young) families were able to buy a computer, which they could not have afforded without this financial compensation. Many children in the families used these computers to do their homework. 

In the meantime computer dealers such as Megasellers, Dunnet and PC4Everyone have initiated a plan to compensate for their potential losses. Companies that buy large amounts of PCs for their employees are promised robust volume discounts. These deductions should result in the same benefit as the abolished tax compensation.

5 Telework in enterprises

In the Netherlands the highest percentage of teleworkers is found in the commercial services (including computer service companies). A significant large amount of teleworkers is working in companies with more than 1,000 employees [Ecatt 1999; CBS 2001]. 

Only a small amount of companies have an explicit policy concerning telework. In many enterprises and institutions, however, flexible workplaces have been implemented to reduce office costs.
  More and more companies consider telework also as an employee benefit, for which agreements should be established in collective labour contracts.

The penetration of e-work among employees is very high in the Netherlands. According to the most recent study by the consultancy company Ernst & Young two-thirds of the employees in small companies, and one-third of the people in larger companies regularly work from home. The ‘big breakthrough’ is expected to happen in 2004. This prediction is based on a survey among 615 directors, managers and professionals.

There are considerable and endemic discrepancies between employers and employees as to the motives, conditions and forms of telework and with regard to the definition of functions that can be performed as telework.
 Organizations of employers are especially interested in the regulation of the costs (fiscal facilities and implications). Trade unions, however, concentrate on the conditions of teleworkers. They are mainly interested in the provision of furniture, hard- and software, compensation of costs, the set-up of the workplace and the control of it, chances of contact, workers’ participation (werkoverleg), career perspective and the confidentiality and security of data. 

In organizations that allow telework only a fraction of the employees actually use the benefits of this work form. And in small organizations (up to 100 employees) employees have less chance to telework in comparison with medium-sized and large corporations [Wetzels/Tijdens 2001:43-4].

We have seen that the amount of teleworkers is rising and so is the amount of teleworkers per office. The most advanced companies try to combine telework and flexible workplaces. An instructive example of this is the insurance company Interpolis. With a smart construction of the new headquarters it was possible to create only 1,0000 workplaces for 1,500 employees [Meijers 2002]. Interpolis has a sharp eye for the fact that something ‘extra’ has to be done to involve teleworkers in the goals of the organization. For instance: days of personal (face-to-face) contacts or fixed days at the central office. Interpolis offers workshops in which employees can learn to organize their own work. Teleworkers are brought together at a regular base to exchange and share their insights on new labour processes.
 

The enterprise software company Oracle offers Dutch employees with a stationary contract an agreement for mobile work. They first have to pass their probation and their manager should approve of it. Many employees of Oracle organize their work autonomously and since they can use all modern communication tools they are no longer tied to a fixed workplace. Moreover, much of their time goes to customer visits, or they have a temporary workplace at the customer’s place. In this arrangement employees can telework minimally one day and maximally two days from home. Some elements for the construction of a home office are provided by Oracle; other elements will be purchased by the employee and will be financed in advance by Oracle. The workplace at home must be a separate room and the design has to comply with the requirements of the Law on Labour Conditions. The subscription for the Internet connection is compensated for. When employees want to work part-time, a new understanding on an individual basis will be made [FNV 2001]. 

The lesson learned from these and other experiences seems to be evident. A successful implementation of telework at a massive scale will only be possible when we succeed in combining organizational flexibility, flexible organization of workplaces and a solid infrastructure of information and communication facilities. 

The prototypical attitude of employers seems to be that the nature of the activities is decisive for the possibilities for the employee to telework. The main question is: which tasks are teleworkable? [Webster/Weisbach 2000; Van Klaveren/ Van de Westelaken 2000; Peters et al. 2001]. Some employers are inclined to say: “the working process doesn’t allow telework” [Van Vuuren et. al. 1999]. But in practice many of their employees are teleworking in an informal manner. 

Most teleworkable tasks are performed in commercial services, in government institutions, and some other industrial sectors. The teleworkability of tasks can be judged upon function, activities, and the structure and mode of operation of the department. Subsidized by the Ministry of Economic Affairs, the Platform Telewerken created a scan that can give a decisive answer to the measure in which functions are teleworkable.

More than half of the companies confirmed an increase of productivity after the introduction of telework [Jasper Lim – www.wattproject.nl]. To evade traffic jams companies stimulate their workers not to travel or make appointments during peak hours. This can also lead to a better balance between work and family life. Most companies don’t have any idea of the changes in the cost structure of facilities after telework had been introduced. 

6 Trade unions and telework

At first some trade unions regarded telework as a danger, both for their power positions as for the labour conditions of their members. They feared that telework would be used to escape in a cheap and easy manner from collective labour contracts. Trade union leaders soon realized that they would not be able to turn the tide of the telework trend and that it would not be wise to try this.

The Dutch trade unions have a positive attitude towards telework. But they have formulated some clear conditions
, which can be summarized as follows:

· Employees should not be compelled to work at their home. Telework should be a matter of choice.

· Telehomeworkers should be employees with full social and legal rights, and not become ‘independent’ subcontractors.

· Telework should take place in a separate room in the house. To guarantee a safe work environment qualified health and safety experts should inspect this home office. But this should not violate the privacy of the teleworkers. 

· Working at home and caring for young children is not a good combination. Although in general it is true that telework at home can generate a better balance between work and private life, telework should not be a substitute for childcare or other care arrangements. 

· Teleworkers should not lose the feeling for social relations on the work floor. Teleworkers should be protected against isolation and depression due to lack of social contact. 

· Teleworkers should not become workaholics. Teleworkers have a right to a private life and can therefore not always be at one’s disposal.

· Employers and managers should make precise arrangements as to the desired production per unit of time. 

· Superiors that manage teleworkers should pay extra attention to communication. 

· Telework should not become a privilege for higher functions; telework is possible in many more functions. 

The trade unions have to change their package of demands for labour contracts in order to attract old and new tele(home)workers. And they have to reckon with fundamental changes in the geographic allocation of employment.


7 Telecentres in all forms and shapes

Telecentres are intended to meet the evolving information & communication, working and learning needs of their communities. Telecentres are strategically located facilities providing access to ICT-based services and applications [Latchem/Walker 2001]. Depending on rural or urban location and whether they reside in a developed or developing world, they vary in size, facilities and services, ranging from basic telecommunication service such as phone shops, to fully interactive Internet-based multifunctional facilities. 

Although the Dutch government policy on telework is exclusively concentrated on telework at home, there are a number of initiatives that are relevant to our focus on telecentres. Some of the bigger companies, such as the ING bank, have created satellite offices in locations where many of their employees are living. There are commercial business centres, such as Regus [www.regus.nl] that offer office facilities for business corporations and for the higher regions of the professional teleworkers.
 There are initiatives for telecentres, started off by local authorities and private persons. And there are a number of broader initiatives for telecentres, in which not only attention is paid to work but also especially to education and consumption of digital services, such as Kenniswijk Eindhoven [www.kenniswijk.nl]. The Sociosite provides an overview of these centres [www.sociosite.net].  

In this country report we will only outline the kinds of tele(work) centres that have been started in the Netherlands.

7.1 Satellite office: Telewerkcentrum Almere (ING)

In order to reduce the traffic congestion on the motorways around Amsterdam, the ING offers their employees workplaces away from the central office. In March 2003 the bank opened a satellite office in Almere. 
 The office offers desks, computers and meeting rooms for almost all the employees of the bank. 

Only with the explicit approval of the manager one can work in Almere. Some employees only go to the satellite office to attend meetings of the department; others only work there in the morning, to evade the traffic jam to Amsterdam. There are also people who work in the satellite office a few shifts per week on a regular basis. 

The telecentre offers high-quality facilities where people can work undisturbed (without those nice colleagues who come for a chat and unwittingly keep them from working). The vision of the ING is clear: don’t pull people to their work, but bring the work to the people. Within the ING this concept is called the “Green Meadows” [Groene Weiden].

By offering employees the possibility to evade congestion and parking problems and to work closer to their homes, they are more satisfied and more productive. This is especially interesting in a period of scarcity of the labour market. But Helga Wismeyer-Jansen, the director Facility Management of ING does not want to make the concept dependent on the cyclical fluctuation in demand and supply of labour power. 

For many bank employees telehomework is not a practical solution due to security problems. A satellite office can offer a sociable solution for this problem. Because a satellite office is a management driven network, security can be built into the information and communication system. 
	Network security of telehomeworkers takes so much time that many security decisions are left to the employees themselves. More than 40 percent of the security professionals say that they spend more than 5 hours a week on the management of remote locations. For 23 percent this is even more than 10 hours a week. Almost a quarter of the professionals say that they are not able to control whether security prescriptions are complied with. 22 percent of the professionals say that they don’t have enough time to protect teleworkers sufficiently. This is remarkable because employees’ knowledge of security issues is ‘depressing’ [WatchGuard]. 


For years the ING has operated with flex places, cockpits and other ways of innovative office utilization.
 The satellite office in Almere with 160 workplaces is an experiment. After three years the functioning of the centre will be evaluated and it will be decided whether there is a need for more satellite offices around Amsterdam and other big cities. 

At the start of the experiment employees were afraid that they would be isolated from their traditional work environment. Managers feared that they would lose sight (and control) of the performances of their workers. And non-teleworking colleagues were afraid that they had to work harder because the teleworkers would twiddle their thumbs outside their field of vision. These fears were not justified. But employees and managers needed time to adapt to the new work situation and to settle down. They had to get used to the idea and practice of not having a fixed work place where one is surrounded by familiar and trusted colleagues. ”It has been a cultural shift. The days of geraniums on the desk are gone” [Wismeyer-Jansen]. 

ING wants to give their employees the opportunity to work independent of place and time. With this she wants to contribute to a higher standard of work satisfaction for employees who have to commute for a long time on a daily basis. Employees should be enabled to create a good and endurable balance between work and private life. 

The goal of the pilot with the satellite office is to gather experiences with flexible forms of accommodation and thus to find out what the pros and cons of these accommodation forms are for employer and employees.  

7.2 Teleworkcentre Amsterdam (TWCA)

The TWCA [www.twca.nl] offers people with a restrained labour force a new chance on the labour market. A restrained labour force is a physical or psychosocial restriction, sickness or disability, which makes it difficult to find a job. In the TWCA people with a restrained labour force or a big distance to the labour market can follow a trajectory consisting of training, work experience and counselling towards work. 

First there is a basic training of about six weeks. Then the participants will work and learn simultaneously: roughly one day per week at school and four shifts working in the practice-learn company in the TWCA. The work offered includes commercial services, secretarial and administrative activities and computerization services. When all goes well an apprenticeship follows. A successful trajectory is always concluded with a job. 

The condition for participation is an educational level of lower or higher vocational training, a carrying load of 20 hours per week, a reasonable mastery of the Dutch language, and the right on an allowance. 

The TWCA was founded in 1996 and was originally mainly focused on disclosing jobs for disabled people who were able to telework. The company had only one location with three different divisions: administration, automation and telework. In six years the TWCA has grown into a full-service reintegration company, including five locations, a service centre and a main office. Together they offer a highly varied package of services for integration in the world of paid labour. 

TWCA deals with individual commissioners, clients and employers on the basis of clearly specified procedures and an approved plan for (re)integration in the labour process. 

7.3 Cyburg: social initiative starting from needs of citizens

Unlike similar projects in other parts of the Netherlands, Cyburg [www.cyburg.org] is not a project in which technology plays the main role. It is not the ambition of the initiators to unroll a fibreglass network as the foundation of a range of high-tech broadband applications. Cyburg has been designed a digital experimental field where citizens, companies and institutions of Amsterdam can experience a broad assortment of Internet applications and services. 

Cyburg is a large ‘digital laboratory’. The ‘beating heart’ of Cyburg is the e-mail book, where participants can make contact with each other and where special appeals can be published. Participants can generate communities on the basis of existing local groups, or of new virtual groups. 

Cyburg is a conglomeration of more than sixty different projects. The Fund Local Initiatives [FLI = Fonds Lokale Initiatieven] stimulates innovative Internet related services that can improve the social quality of Amsterdam. The main condition for these projects is that they are supported by the neighbourhood or the intended target group.  

The Zeeburg counter is an online counter for information on the products of the municipal district. Residents can find information on meetings and commissions of the district council, on policies and practical measures concerning employment, education, businesses, safety and nuisance, sports, garbage and parking. 

Although these Cyburg projects as such don’t offer special room for teleworkers, the district council uses this initiative to fight unemployment, poverty and social isolation. New business is stimulated for instance through the expansion of small-scale working accommodations in the district. 

7.4 Sustainable telecentres?

In the last years many initiatives have been taken to construct a kind of local telecentre that would offer room for teleworkers that don’t want to work in their own homes. It is not exaggerated to say that this has resulted in a graveyard of failed teleworkcentres. This raises the question as to how sustainable local telecentres can be. 

On the one hand there is a growing potential of teleworkers who prefer not to work at home but in the neighbourhood where they live. Some of them have decided to organize themselves in small fraternal groups that rent a room for a shared office in their neighbourhood. On the other hand there are municipal and private initiatives that try to satisfy this need for social telework arrangements (‘beyond telehomework’). But these initiatives have not yet succeeded in reaching a critical mass and therefore don’t become robust enough to survive. 

This can be explained in several ways. The first explanation concentrates on the financial basis of teleworkcentres. “Most telecentres face a continual fight to achieve sufficient income to maintain their services” [Bertin 2001, in: Latchum/Walker 2001]. Telecentres can generate income from at least three resources.

1. The first possible income stream involves contributions of teleworkers (or their employers) who hire a certain space in the centre for a certain period of time. Renting out time on computers and Internet access is an income stream that encourages a continuing new flow of telecentre users. 

2. The second possible income stream involves providing ICT training services. The main problem here is to provide training with work opportunities that are available for the trainees on completion of their courses. Without some guarantee of work the trainees might be disappointed and the centre management might alienate from the local community. Therefore telecentres often get involved in trying to provide work for their ‘graduates’ so they don’t have to relocate out of the area to get work, or else commute long distances [Bertin 2001]. One of the strongest motivations for local residents to get involved with their telecentre is the opportunity of paid work.
 

3. The third possible income stream involves developing teleworked business services. However, developing such services is not an easy task, particularly for rurally based centres that have to market and deliver services over large distances. 

The second explanation concentrates on the embeddedness in local communities. Many private initiatives to organize a telework centre failed because they were lacking the support of the local community and districts councils. Some of these failures resulted from a too narrow commercial vision of the initiators who did not make a serious effort to acquire support from the local community: “we should keep up our trousers ourselves”. Other failures resulted from a lack of vision of local politicians and administrators. Many of them don’t see the necessity to create a social infrastructure for that new category of teleworkers who want to reduce their commuting time but don’t want to work at home. 

Both these elements –financial basis and local embeddedness– will be further analysed in the case studies that follow this report. 

8 Emancipation perspective

Telework can stimulate social inclusion by offering employment chances for people who have problems to commute between home and main office, or who are living in areas with limited local employment chances. Telehomework can have a reverse effect when it excludes people who don’t have enough space in their home to organize a separate home office, or where there are too many disturbing factors for concentrated work.   

8.1 Participation of women: MoneyPenny

It has become a commonplace to say that telework and flexible working hours facilitate a better combination of work and care and can therefore enhance the participation of women on the labour market. A study of the Ministry of Economic Affairs, “Ict, flexibilisering en emancipatie” [2001] sustains this truism. Organizations that want to enhance the participation of women on the labour market must stimulate telework and flexible work.
 It is however not specified which forms of telework do have this emancipatory effect. 

MoneyPenny [www.moneypenny.nl] is an outsource partner for secretarial and administrative tasks. The services offered are mainly organized in the form of telework done by women. The basic idea is that there is a large unused female labour potential that can be mobilized.  Most of these women are highly educated and experienced women who are eager to work, but who don’t want to be away from home for too long because they have to take care of their young children. 

MoneyPenny mobilizes these women as flexible assistants who can work from home or on location. They offer a broad range of administrative and secretarial services for small companies and start-ups, associations and foundations that cannot (yet) afford to hire a qualified employee themselves. 

MoneyPenny is developing the systems and processes that allow these professionals to use their labour power in a flexible and productive manner. This can be done from their homes or on location of the client, but there is a growing need for a workplace in the neighbourhood. Therefore MoneyPenny is exploring the possibilities to establish a local telecentre, where the women involved can perform their duties.
  

8.2 Work at home: Moroccan and Turkish women

Telework can also be successful to enhance the participation of female immigrants in the labour market. An example of this is the experiment “Werk aan huis” (work at home) from the employment agency Kleur in ‘t werk (Colour at the workplace). The goal is to let Moroccan and Turkish women participate in paid labour.

 “Working outdoors seems not possible in more traditional circles because of the home situation and cultural limitations. The labour potential of these target groups comprises tens of thousands of women, especially in the urban agglomeration of Western Holland. A group of women is working at home via a PC with network connection. They perform administrative, secretarial and editorial work and they communicate by phone with clients of the commissioner. This work is combined with a structural weekly ‘come back day’ at the office of the employment agency for team consultation and binding. In the course of time the home front also gets used to this situation. It is a cultural shift that created more chances for female immigrants to get a paid job outdoors” [Dagindeling 2002]. 

8.3 Foundation TeleReturn: disabled workers

Telework can be a useful instrument to keep employees, who are unable to work due to health problems, at their job, or to give them a new job. TNO-Arbeid has analysed the extent to which telework can offer an answer to disabled workers who cannot get a job because of their physical or psychological handicap.
 They are searching for work, but they don’t succeed in maintaining or acquiring a job. 

Telework can offer a last chance to employees who would otherwise have few other chances to return to their own employer due to a handicap. Telework also offers a new perspective to employees whose carrying load is reduced by a lack of energy or who dropped out because of psychological problems. When the choice for telework is made at an early stage, the chances of a successful reintegration grow considerably [TNO-Arbeid report “Online weer aan het werk” 2001].

For certain categories of people who are disabled to work telework can be an instrument and method to retain the job or to regain a job. The Foundation TeleReturn [www.telereturn.nl]
 supports employers, disabled workers and arbo-services in using telework as an instrument of (re)integration in the labour process. Telework operates with the method “Passend Telewerken”, which was developed by TNO Arbeid. The goal of TeleReturn is to stimulate telework as (re)integration instrument in order to reduce the influx of disabled people who rely on the disablement insurance act (WAO) and to enhance the measure of their ability to work.
 

So telework can offer a solution for the (re)integration of employees with mobility limitations, limitations of energy level, mental problems or who have to adjust their work to medical treatment. People who are not able to work can often perform many more activities in the environment of their home than elsewhere. The method of passend telewerken [suitable telework] offers insight in how telework as work adaptation can be realized and evaluated. 

9 Social aspects of telework

It has been said time and again: telework will improve the social quality of our lives. In this last chapter on the state of the art of teleworking in the Netherlands we will try to qualify and verify this statement. 

9.1 Quality of life

Telework does have a positive effect on the quality of life – at least in the perception of teleworkers themselves. There are no studies that give ammunition to call this into question. 

According to the Sustel [2004] study a large majority of respondents felt that they had a good or very good quality of life. A similarly large majority felt that the contribution of telework to this was positive. Almost 61 percent of the Dutch respondents felt that telework had a considerable positive effect on their quality of life; and more than 39 percent noticed a slight positive effect. 

The reasons for this improved quality of life include:

· the personal advantages (greater job satisfaction, reduced stress) of better work performance, 

· the flexibility and psychological benefit which comes from greater control of personal time, 

· the reduced stress of commuting, and 

· the opportunities to spend more time with partners and children [Sustel 2004:30].

These are no minor aspects of the quality of life. Teleworkers enjoy the new qualities in their professional, social, personal and private lives. When hindrances are taken away, a sense of freedom will grow. 

9.2 Connectedness and Isolation

The greatest fear in all negative utopias (‘dystopia’) of the telework area is that people would be lost in cyberspace, that their social connection would deteriorate, and that they would feel isolated and alone.
Connectedness, a feeling of social belonging and attachment, is an important factor in the quality of life. Some teleworkers report they feel more isolated from their colleagues at work. While the main positive benefit seems to be a greater ability to concentrate, the main negative factors are feeling unsupported, and missing the human interaction of an office. This might be interpreted as an indication that teleworkers have a long way to go before they are able to adjust socially to radical new labour forms. It might also be seen as an incentive to create new forms and practices of online social interaction, and also to respect and cultivate traditional practices. A rather simple –but often effective– way to reduce isolation is a buddy system, where staff members are paired with each other and then take turns to work at home and in the office.

9.3 Working hours

“Out of sight, out of control” – that is what many managers feared when they were confronted with the consequences of telework. And without control teleworkers would become lazy and unproductive. All scientific studies, however, point to the opposite direction. Teleworkers are making more hours and are more productive than other employees. 

As a simple rule of thumb we can say that teleworkers substitute the time they gain in commuting, with the time they use to be productive. Most teleworkers say that they make more working hours than before. In the Netherlands 56.5 percent of the teleworkers say that their working hours have increased [Sustel 2004:32]. On average teleworkers do work 1 hour longer – and a bit longer in the Netherlands. 

Teleworkers are using the larger flexibility in the planning of working hours. They are working more in the evenings, in the weekends and they start earlier with their work. 

Telework encourages the individualization of the work rhythm. Each individual has a personal daily life rhythm – some are most active and creative in the early morning, others prefer to work in the late evening. The typical commuting patterns and office hours condemn everybody to work in accordance with the same time schedule. A flexible telework approach implies individual freedom to start and stop at times that are most convenient. Teleworkers can adapt their work schedule to their personal life rhythm and follow their own preferences in clearing time for contacts with friends, lovers and family members and for personal shopping. 

In general we can say that telework increases the discretionary time. Some teleworkers use this time to work even more (so they don’t gain free time), others use it for recreative and social activities [Benschop 1997]. 

9.4 Work-Life Balance

Many people say that their work-care balance lacks equilibrium and that telework could be a part of the solution.
 

Many teleworkers say that they do work longer and have more time for activities that are not work-related. In the Netherlands more than 91 percent of the teleworkers say that telework has a positive effect on the time that is available for non work-related activities [Sustel 2004:34]. This seems to be a paradox. More working hours are usually accompanied by more stress, domestic strains and other elements that reduce the quality of life. The increase of the amount of working hours is probably smaller than the time that is saved on commuting. That’s why teleworkers do have more time left for their family and other activities. Also the stress that is coupled with commuting could be smaller than the stress that is related to extra working hours. However, the most important factor seems to be that telework can indeed create time because teleworkers can perform multiple tasks simultaneously and with a greater control. Teleworkers can fit cleaning, washing and shopping into the rhythm of their working day. And therefore they have time for recreation in the weekend instead of catching up with domestic tasks that were neglected during the week [Sustel 2004:31].

The most important reason for the improvement of the work-care balance is the larger autonomy and flexibility in work planning and performance. Almost all teleworkers say that telework gives them more control over when they work. Therefore teleworkers are able to spend time with their children in the morning and after school. Time that can be compensated for by working in the evenings. It is easier for them to tune their agendas to those of their partner. And they can flexibly respond to special circumstances, such as taking a day off on a sunny day. 

The possible combination of work and childcare in a telehomework environment is certainly not without problems. Many teleworking women with young children experience this combination even as one of the biggest disadvantages or risks of telework. It is not easy to combine the peculiar time rhythms and responsibilities of work and care. To cope with these conflicting requirements teleworkers are advised to separate their domestic and professional responsibilities according to a rigid time regime and to reserve special times for family and housekeeping. Such an advice could be followed if your partner and children respect this dividing line and you don’t feel morally obliged to react when your child loudly indicates that you are indispensable at that moment. This will confront teleworking parents with a nasty dilemma: being a good worker or a responsible father/mother.

This demonstrates that telehomework does not imply that work and care suddenly fit together seamlessly or converge without disturbances. On the contrary, work and care do have their own peculiar time regimes and responsibilities that are often hard to combine in a telehomework environment. Telehomework is no substitute for childcare [Benschop 1997 – Telewerk en Zorgtaken].

For many women the most important motivation to telework is that they want to combine their work with their family life and especially with their responsibilities for the care of their children. It is therefore not surprising that women in particular see the combination of work and child care not only as the biggest advantage, but also as the biggest risk of tele(home)work [Huws/Korte/Robinson 1990].

9.5 Health

Telework can contribute to the prevention of absence through illness, but also to a smooth reintegration of employees who have become unable to work due to physical or psychological problems [TNO Arbeid 2001]. 

Telework creates less absenteeism. Does this mean that teleworkers are healthier? Or are they pressed in such a way that they keep on working although they should have been reported ill? In the Netherlands 8.7 percent thinks that telework has a considerable positive effect on their health, while 47.8 percent says that it has a slight positive effect, and 43.5 percent sees no effect at all  [Sustel 2004:35]. 

Although there aren’t any specific data on this for the Netherlands, it is fairly easy to list some relevant causes. Teleworkers spend less time in busy traffic, experience less work-related and personal stress, have better conditions for domestic harmony, their diet is better and they do more physical exercises. Telework allows people to work at home or in a telecentre when they have a cold or when the traffic shows congestions. Teleworkers are less stressed because they are free to choose when and where to work. This reduces negative stress and has positive consequences on their health.
 

The relation between telework and work stress has already been analysed in the nineties. In the longitudinal study of Konradt and Schmook [1999] no significant differences were found in the work stress between a group of teleworkers and a control group. The study of Dhont and Kraan of TNO Arbeid [2001], however, did confirm clear differences. Teleworkers do have more regulation facilities in the execution of their task and keep their own eye on the quality control. The other side of this coin is that teleworkers are more pressed for results and that management attends on deadlines more rigidly. A larger autonomy could neutralize the stress as a consequence of a higher workload.

A study of De Goeij and Slot among P&O-officials of five municipalities also shows that tele(home)workers experience less work stress. This conclusion is specified in terms of work content, work environment, moderating factors and workload. With regard to the content of work teleworkers experience a higher work tempo and workload. They don’t feel more isolated than the colleagues at the office. Moreover, they experience more variation in their work. Teleworkers experience the variation in the work environment as positive. The facilities in the home workplace, however, are evaluated as lower in comparison with the workplace at the main office. The workplace at home often does not comply with the requirements of the law on labour conditions. The municipal organization only has eyes for the ICT facilities in the workplace at home. Concerning the moderating factors they found only slight differences between the groups. Teleworkers seem to have even fewer regulation facilities than their colleagues, although they do enjoy more support from their social environment. Concerning the workload there are bigger differences within the groups than between them. The study does not clearly indicate which factors are decisive for this result [Goeij/Slot 2004].

Fewer teleworkers do report sick, because they still work some hours, while they would have reported sick when they would have been obliged to go to their office. 

9.6 Community

Telework can have a considerable influence on local communities because it allows people to spend more time at home or in the neighbourhood of their home. Telework gives people more opportunities to participate in local activities. Almost 40 percent of the Dutch teleworkers say that they are using local services much more as a consequence of telework. And more than 36 percent thinks that telework makes it much easier for them to participate in organized community activities [Sustel 2004:36].

Spatial barriers have always restricted the formation of groups and communities. People shaped informal and formal groups with common interests or values, or by neighbours who lived nearby. The erosion of community spirit has been caused mainly by the increasingly bigger distance between people who live in urban areas. Increased residential population density in combination with more walking activities might lead to a revival of community spirit and participation. 

Telework will increase the population of neighbourhoods and districts: the number of people that is at or around home during the daytime will grow, and so will the amount of short distance trips. A consequence might be that people will become more aware of their local environment and of their neighbours. A new space for friendship arises at a local level and neighbourhoods regain importance in the social priorities of their inhabitants. And last but not least: telesocialization breaks down the spatial barriers of community formation and broadens the range of potential group members. This allows people to potentiate their local ties with larger virtual communities [Barlow 1995; Rheingold 1995; Benschop 1997].
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When they are ‘on the road’, mobile workers are using the laptop (46%), PDA (24%) and mobile phone (89%). What is striking is that women are less acquainted with these devices. PDAs are used by 10% of the women and 31% of the men. Laptops are used by 31% of the women, against 53% of the men.


   The biggest irritation factor for mobile workers is an empty battery of the mobile device. Besides this, dragging around the mobile devices annoys them. The gratification in mobile work is additionally influenced in a negative way by disturbances and breakdowns of the company network. Some people do not feel at ease working mobile.


 on certain places. 








A teleworker receives a compensation for ‘the obligation to dispose of a room in his house and to set up a workplace’ [clarification on article 7]. The compensation is indexed with the general development of the salaries in the governmental sector. The height of the norm compensation can under certain conditions be adjusted above or below the norm. Such a deviation can be based on the average amount of hours that an employee spends in the telework room and on the actual amount of square metres that are necessary to telework. The Rijksgebouwendienst operates with a norm for the surface area of an office place: 8 m2.





The initiators of Cyburg consider it an advantage that they did not win the competition for the ‘Kenniswijk’, which was granted to the city of Eindhoven. “Afterwards we see that this was to our advantage. The technological approach which they chose –we provide the technological possibilities and users must indicate how they want to use them– was rather counterproductive. We were forced to take an opposite approach. We first make an inventory of the needs, and then we choose from the possibilities that ICT and the new media have to offer” [Herman Wagter, project leader of Cyburg in Amsterdam in bedrijf, juli 2004].





Offshore telework


From a general societal perspective telework also involves some risks. One of these risks is called offshore telework: employment might deteriorate because jobs are moving from one’s own region, town or country. National trade unions consider this export of employment to low-wage areas or countries as a great threat.





The rich Western countries are losing more and more jobs to low-wage countries in the former Soviet Union and to developing countries, especially India and China. At first they were simple jobs in for instance the clothing and shoe industry, but nowadays also more and more high-level jobs are disappearing, such as in the IT-sector, banking and even in the Research and Development departments of the computer, airplane, car and pharmaceutical industry. 














Looking at the personal characteristics of teleworkers it is striking that there are no significant differences in gender. Gender neither influences the access to or preference for telework, nor the actual practice of telework. It has been suggested many times that age would be a significant differentiating factor. Younger employees were expected to be more open to telehomework. It has, however, been demonstrated that employees of 45 years and older more often telework at home than younger employees [Peters 2001]. Disabled employees do not have more access to telework arrangements, they don’t prefer to telework more, and they don’t actually telework more than other employees.  











� 	The new telecommunication law from 1 July 1997 made an end to the monopoly of KPN Telecom. The OPTA (Independent Post & Telecom Authority) is a supervisory body that the government has set up to oversee the legal requirements and use of the public telecommunications infrastructure. There are five mobile networks in the NL GSM Standard. 


� 	As in many other countries the number of internet users in the Netherlands has shown an explosive growth. The one million users in 1997 were more than doubled in each of the next three years. At the end of 2001 there were 8 million internet users, and in May 2003 the threshold of 10 million was crossed. With a penetration rate of more than 61 percent, the Netherlands belong to the top-5 of European countries. Most users have access to the internet from their homes. The high participation rate in the Netherlands seems to have reached its point of saturation. The growth of the number of internet users in the Netherlands has been flattened in the last years. �If desired: more specific statistics on internet penetration in the Netherlands. See: http://www2.fmg.uva.nl/sociosite/websoc/demography.html#netherlands.


�  According to the third European Survey on Labour Conditions –held in March/April 2000 for the European Foundation for the Improvement of Living and Working Conditions in Dublin– the Dutch work force counted 7% teleworkers. 


� 	Home-based telework comprising permanent and alternating teleworkers working from home for at least one full working day per week. 


� 	SoHo = Small Office / Home Office Entrepreneurs.


� 	All teleworkers comprising also self-employed teleworkers in SOHOs; mobile workers using online connections when travelling; supplementary teleworkers teleworking from home, but less than one full day per week. Employees working in telecentres are not explicitly accounted for.


� 	In 2002 approximately 4.5 million employees were teleworking in the European Union. Some estimates foresee that the number of teleworkers could reach more than 17 million employees in 2010. 


� 	See: Heliview; Ecatt [2000]; Van Klaveren / Van de Westelaken [2001].


� 	The other side of this coin is that about half the employees, who are allowed to telework, don’t use this possibility: they prefer not to telework [Peters e.a. 2001]. And about half of the employees who are not allowed to telework do want to telework (and some of them do telework on an informal basis). 


� 	Most studies in the Netherlands about ´traditional´ homework date from the 80s and early 90s. The Dutch legislation on homework has improved a lot the last years. It is always difficult to find reliable data on homeworking. Different studies indicate that the extent of traditional homework declined, and that the rate of homeworkers (of the labour force) was less than 1% in the 90s. But still, the traditional homeworker has a vulnerable position on the labour market. 90% of them are women and 90% of the homeworkers have no labour agreement. According to a study of the Labour Inspection in 1997 almost all the homeworkers with handwork work only at home (97%). On the other hand, the traditional homeworker with clerical and commercial work works more frequently at the employer’s premises. In the case that homeworkers work at home as well as on the employers’ premises the rate for women is only 5% [Vries 1998]. 


� 	In 2004 the total population in the Netherlands is 16.25 million; the total labour force is 7.5 million.


� 	In Collective Labour Contracts a distinction is made between functions that are ‘teleworkable’ and functions that are not. Activities that are more tied to particular physical locations and where the working time is more regulated do have fewer possibilities for telework. �Employees are inclined to define the teleworkability of functions broader than employers [Tijdens e.a. 2000]. Embeddedness in physical places and time regulation do play a lesser role in the considerations of employees. 


	Overmars Organisatie Adviseurs has studied the teleworkability of police functions. Some police services are classified as non-teleworkable:  protection of persons, criminal investigation, and Heavy & Organized Crime [Geerdink e.a 2002]. The general rule of thumb is: a task that is more operational depends stronger on personal contact, and is therefore less teleworkable. 


� 	The relation between traffic congestion and telework is ambiguous and controversial. That telework has to be facilitated and stimulated to reduce traffic congestion has been declared in many policy documents. The operational policy of the government, however, is still an uphill battle. And for the individual employees the aversion to traffic congestion is not the primary driving force to telework. 


� 	Blauw Research executed the survey among 549 professional mobile callers between the age of 18 to 46. The group of respondents consists of 127 managers, 75 staff members and 347 professionals. Most of them are working in the commercial services. The research report is available online at http://www.online-pr.nl/docs.asp?customer_id=40.�T-Mobile has 2.11 million customers in the Netherlands (March 2004) and is number 3 on the Dutch telecom market. 


�	The ICT Barometer of Ernst & Young is a bi-monthly research on ICT developments among 620 managers and professionals. The results of the  “Onderzoek over bereikbaarheid medewerkers tijdens vakantie” are online available at: � HYPERLINK "http://www.ey.nl/download/overig/tiinl/EY_ICT_Barometer_21072004.pdf" ��http://www.ey.nl/download/overig/tiinl/EY_ICT_Barometer_21072004.pdf�


� 	Framework Agreement on Telework. Url: http://www.telework-mirti.org/A4_wrk1107.pdf or http://www.stichtingvandearbeid.nl/_uploads/2003_telewerk_t2.pdf


� 	Stichting van de Arbeid: Aanbeveling inzake telewerk. Url: � HYPERLINK "http://www.stichtingvandearbeid.nl/publicaties/default.asp?Desc=publicaties_nota_20030911" ��http://www.stichtingvandearbeid.nl/publicaties/default.asp?Desc=publicaties_nota_20030911��The Stichting van de Arbeid is a consulting body organized under private law. Its members are the three peak trade union federations and three peak employers’ associations. 


� 	“Telework can supply a positive contribution to the functioning of our labour market. It can contribute to more employment and wealth, to a better combination of work and care and to less dependence on social allowances. Telework especially offers interesting possibilities tot help people with a labour handicap to re-enter the labour market” [Klaas de Vries, Minister of Social Affairs and Employment, 1998].


�	“Anticipating the improvement of the possibilities to combine work and care is important for different reasons. In connection with the rise of the two-earner society (instead of the old Dutch breadwinner model), the need for this is increasing. In providing this need the participation of women in the labour process and the care participation of men can be further raised. In the past women withdrew from the labour market as soon as they had a child. Nowadays we see that more and more women –especially the better educated– who want children don’t want to interrupt their career. This has lead to a situation in which many women who worked full-time at first moved to larger part-time jobs. On the other hand also all sorts of provisions have been erected which facilitate the combination of work and care. ICT –especially telework– is such a provision. Telework allows a better balance between work and private life. Moreover, telework offers the possibility to divide the day according to one’s own idea. Especially for people with children this has advantages. They can tune their labour time to the school times of their children” [Ministry of Social Affairs and Employment, 2001]. Apart from this the minister also recognizes that the actual contribution of telework to this combination of work and care has been very limited up till now. See also the online report: Weer aan het werk door telewerk.


� 	Ministry of Internal Affairs: Raamregeling Telewerken. Url: � HYPERLINK "http://www.minvenw.nl/cend/faz/telewerken/kenr/raamregeling.pdf" ��http://www.minvenw.nl/cend/faz/telewerken/kenr/raamregeling.pdf�


� The Algemeen Rijksambtenarenregelement (ARAR – General Code for National Civil Servants) also has an article on telework (article 67)


� According to the Ministry of Finance yearly 400.000 employees use the pc-privéregeling. Assuming an average purchase amount of 1.400 euro, this will lead to a turnover loss of 566 million euro for the Dutch ICT-branch.  


� 	Most workplaces are occupied for less than 40 percent. Measurements of the occupancy rates of workplaces show that there is a clear difference between the ‘perception of presence’ and the ‘factual presence’: employees say that they are present on their workplace 60 percent of the time, but in reality this is less than 40 percent. 


� 	See Jacob Verschuur of E&Y. 


� 	In the Amsterdam study [Vuuren a.o. 1999] employees were asked if their function was teleworkable. More than half of the respondents defined their own work as teleworkable. This is a considerable higher percentage than could be expected on the basis of lists of tasks and concepts.


� In April 2004 a quarter of the 6,000 employees of Interpolis had a telework connection at home. This is twice as much as two years earlier. Interpolis expects that within a few years half of their employees will work at home for a part of the week. 


� ‘Teleworkability’ is a complex concept. The possibility to telework is not only determined by the characteristics of the job (functional criterion), but also by the characteristics of the organization [Peters e.a. 2001].


�	Benschop: Vakbondsvisie op telewerk.�Url: http://www2.fmg.uva.nl/sociosite/telewerk/vakbond.html


� 	Trade unions realize, however, that telework will lead to an increase of the number of ‘independent workers’. They have to consider how to organize this new group of self-employed and teleworking freelancers. Their labour conditions are highly dependent on their individual bargaining power [Van Klaveren/Van de Westelaken 2000]. 


� 	Regus is a multi-national corporation and leading worldwide operator of business centres in Europe. There are 400 prime locations in 187 cities across 50 countries, all offering identical levels of service. In the Netherlands there are 25 Regus business centres. The centres are within modern and prestigious buildings, either close to central business, financial and hotel districts or on city perimeter business parks with excellent transport links and often close to regional airports. � 	Regus is a global network of fully equipped offices and meeting rooms, which can be hired for an hour, a day, a month, a year or longer. The business centres include the following facilities: a range of furnished, equipped offices from private executive offices to open plan team areas; a range of equipped meeting rooms appropriate for interviews, board meetings, training sessions and conferences; reception areas with waiting facilities, service points equipped with photocopiers, printers etc; cyber cafes; coffee points; kitchens and rest-rooms.� 	Regus clients range from multi-national companies to start-ups requiring flexibility and convenience of manageable cost. The hiring of a Regus office is (almost) as simple as renting a car or booking a hotel room. � 	In 1989 Mark Dixon opened the first Regus centre in Brussels, Belgium. His vision was to introduce the American business centre concept to Europe to help international companies gain instant access to emerging markets. In 2000 Regus made its initial public offering on both NASDAQ and the London Stock Exchange. Regus is a fast growing company employing over 2,800 people. Turnover in 2000 was ₤421 million.


� In our contacts with representatives of these centres we attempt to get further information on the state of affairs. Furthermore, we will try to visit as many of these centres as possible and involve them in our dissemination activities.


� 	A satellite office is a telecentre which is fully owned by one company in order to distribute the work to a local community. 


� Office innovation does not only mean that a workplace is used by several co-workers. It also means that tasks are assigned to spaces: concentration in separate closed spaces (cockpits), meetings in discussion rooms, ‘landing spaces’ for employees that breeze in for a while, and only in exceptional cases a fixed office. When the activities are facilitated at a high level and in a differentiated manner it also requires less space.


� 	When the local community knows that the telecentre can take on work tasks, there are likely to be more requests for telecentre assistance with community development and commercial projects in the locality.


� 	Source: � HYPERLINK "http://www.ez.nl/nieuws/archiefbericht.asp?appid=1&id=214" ��http://www.ez.nl/nieuws/archiefbericht.asp?appid=1&id=214�


� 	This initiative can be compared with the teleworkcentre ‘De Peel’ and ‘Annie Connect’, a reintegration service [www.annieconnect.nl]. Centre De Peel offers secretarial services, accessibility services, telemarketing and administrative support. Regional outsourcing is also a possibility. A similar project is ‘Telewerken in de Wijk’ (Teleworking in the neighbourhood), an initiative of E-quip project management, intended to give women who want to return to the labour market a new chance to work in or close to their neighbourhood. �See also the project Dagindeling [www.emancipatieweb.nl/dagindeling_nieuw] that tries to combine work and care activities in different phases of life. The focus is on a more evenly divided role differentiation between partners. 


� 	The study “Reïntegratie arbeidsgehandicapten” has been commissioned by the LISV and the follow-up by the Ministry of SZW.


�	It is not always easy to realize telework as work adaptation. A crucial factor is the lack of internal organizational knowledge on telework and on the teleworkability of specific functions and tasks. 


� 	TeleReturn is a project initiated by the Ministry of Social Affairs and Employment. Three members of the FAMA execute of the project: Hoensbroeck Centrum voor Arbeidsperspectief [� HYPERLINK "http://www.srl.nl/hr/hr_frame.html" ��www.srl.nl/hr/hr_frame.html�], IvAS Heliomare [� HYPERLINK "http://www.heliomare.nl" ��www.heliomare.nl�] and Werkenrode [� HYPERLINK "http://www.pluryn-werkenrodegroep.nl" ��www.pluryn-werkenrodegroep.nl�]. Furthermore they cooperate with Nedwerk [� HYPERLINK "http://www.nedwerk.nl" ��www.nedwerk.nl�]. The pilot ended on December 31 2003. Project leader is Hub Reinierkens. FAMA (Federatie van Arbeids�integratie�centra voor mensen met een arbeidshandicap) supports people who are disabled to work [� HYPERLINK "http://www.fama.nl" ��www.fama.nl�]. FAMA is a nationally operating but also regionally embedded form of cooperation of institutes for labour integration. It controls a network of rehabilitation centres, assessment-centres, training institutes and organizations for guided work. 


� The disablement insurance act is called WAO (Wet op Arbeidsongeschikheid). The recipients of disablement insurance benefits are called WAO‘ers.


� 	SUSTEL [www.sustel.org] developed a sustainable assessment tool (SAT) that allows organizations to evaluate and optimize the feasibility of telework initiatives. This tool can be attained free on the internet. SAT allows companies analyse what telework can bring in terms of economic, ecologic and social benefits. 


� 	The IST Families project has shown that telework can contribute to the balancing of the relation between work and care (non-work related activities), but that this turns out a bit more complicated than is usually suggested. 


� A stressing factor for one person can be a challenge for another. And a chance of development and empowerment for me, can be a barrier for personal development or learning for you. However, stress not only depends on the individual motivations and qualifications of employees. Labour situations themselves also contain welfare risks. Stress is often related to the feeling of a lack of control over the labour conditions and tasks. Stress risks occur when people are confronted with (regulation) problems during the execution of their work, while they don’t have the (regulation) facilities to solve these problems. It is not the problems that cause stress: stress occurs because the way in which work is organized leaves no room for people to solve their problems. 


� 	This connection has been confirmed in several foreign studies. In a large study among 2000 employees of British Telecom [2002] a clear relation between telework and work stress is demonstrated: telework produces less work stress, teleworkers are more productive and are less often ill. The study of Czeschinksi [2001] among 800 employees of an insurance company shows the same results: teleworkers encounter less stress and are less ill. 
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