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“Not the people to work, but the work to the people”

“Working quietly in a concentration workplace or with a team in a project room: all is possible in Teleworkcentre Almere”. 
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1 Telework centres in all forms and shapes

Teleworkcentres (also called teledocks) provide access to qualitatively good teleworkplaces, at a relatively short distance from the employees’ houses. Teleworkcentres are office spaces where teleworkers who live in the neighbourhood or passing mobile teleworkers can find a place to work. Employees choose an office in their neighbourhood, just like people choose a physician or pharmacy in their neighbourhood. Teleworkcentres offer local office facilities for people who do not want to or cannot telework at home, yet want to avoid the costs, the time and the inconvenience of commuting.
Telework centres are intended to meet the evolving information & communication, working and learning needs of their communities. Telework centres 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 telework centres. Some of the bigger companies, such as the ING group [www.ing.nl], have created a satellite office in a location where many of their employees are living. 

Satellite offices are usually owned by a single company that offers its employees the opportunity to work (part-time) in this company building that is situated closer to their home or is easier to reach than the main office. The teleworking employees use the infrastructure and ICT available in the satellite office and they are able to make a clear (physical) distinction between their home (private/family life) and work environment. 

2 ING and telework

2.1 Regulation home and teleleworking
According to the frame regulation for telework and telehomework maximally 50% of the work time can be spent teleworking; at home or in a telework office of ING. The remainder of the time has to be spent at the station. In practice this means that in agreement with his manager a teleworker can work 1 or 2 full days a week in the teleworkcentre, or that he or she, as avoider of traffic jams, works in the telecentre a few hours in the mornings and/or the afternoons.
2.2 Forms of telework
ING distinguishes three forms of telework. The first is called structural telework. This is the case when an employee works minimally eight consecutive hours per week and maximally 50% of his average working hours at home, or in a teleworkcentre or ING-building different from his station. The second form is called limited telework. This is the case when the employee occasionally and on a regular basis works one day or the edges of his workday at home, or in a teleworkcentre or ING-building different from his station. So limited telework implies that the employee on average works less than eight consecutive hours at home. The third form is telework as means of integration. This is the case when employees start teleworking in order to be integrated in the labour process again or to be able to work at all. Since this is mostly custom-made work the manager and employee, advised by the Health and Safety Executive, determine whether teleworking is an option in their individual case, and how it can be put into operation.
3 Teleworkcentre Almere (TWA)

3.1 Need for a telecentre in Almere
ING Group is a worldwide operating financial service provider of Dutch origin that offers products and services in the field of banking, insuring and asset management in more than 50 countries. More than 112,000 employees make every effort every day to attend to ING’s clients. ING wishes to be a first rate service provider for her clients, offer a higher return to her shareholders than her competitors, and offer her employees the most pleasant work environment possible.
Just like other enterprises ING has to do with fast technical, economic and social changes that require a reorientation of the work environment.

“Both ING and her employees feel an increasing need for flexibility. ING desires to be an innovative and flexible company, capable of breaking into market developments. This means constant changes in the organization, such as growth and shrinkage of the number of employees and reorganizations, showing internal replacements and removals. Employees wish ING to contribute to a good balance between work and private life and to a high labour satisfaction. This implies that ING has to respond to the individual needs of employees. Flexibility and efficiency are increased by introducing work forms allowing for place and time independent work” [Hulsman]. 

The first exploration of the possibilities to locate a teleworkcentre in Almere showed that over 1100 ING-employees who work in Amsterdam live in Almere or in the surrounding area (i.e. Lelystad, Urk, Harderwijk, Nunspeet, Dronten). 
 These employees travelled to Amsterdam every day and can dream, or rather ‘nightmare’ the daily traffic jam.
Besides, on certain days there can be a shortage of workplaces at their own location.

Based on an estimation of the teleworkability it was concluded that there is a need for 130-150 workplaces. 

3.2 Concept of the TWA

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

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 ING is clear: don’t pull people to their work, but bring the work to the people. Within 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 become 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 did 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. 
For years ING has operated with flex places, cockpits and other ways of innovative office utilization.
 The satellite office in Almere with 150 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 workplace 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. 

3.3 Aims of the TWA: Benefits
The general aim of the teleworkcentre is “offering flexibility, as regards location and time by designing generally usable workplaces, in for this purpose designed offices, at a distance from the station of ING employees, so that ING employees can choose the most effective and efficient location and time per activity to perform this activity” [Kick-Off, ING-FM 7.11.02]. This clear objective explicitly formulates what it is about: ING wants to increase the choices of her employees by letting them determine (in consultation with their superiors) where and when they can perform which activities most effectively and efficiently.
According to ING teleworking in the satellite office in Almere can offer a great number of advantages, both for the employees and for the organization, and for society as a whole.
1. Working in a telecentre enables employees to synchronize and balance work and care tasks. “Compared to telehomework working in a telecentre allows for a separation between work and private life, without limiting freedom and flexibility” [Hulsman p. 7].

2. Working in a telecentre reduces the chance of social isolation and loneliness that can occur during telehomework [Hulsman p. 7].
3. Growth and shrinkage of the number of employees in a business unit can be counterbalanced by using teleworkplaces. This can postpone or prevent removal to a larger or smaller office building. 
4. Reduction of travelling time and travelling expenses
Since employees can make their appointments for a certain day at (or in the neighbourhood of) a teleworkplace, travelling time and expenses can be saved. It is also possible to save on business drives.
5. Flexibility in case of calamities
A teleworkcentre can function as an alternative location in case of calamities. For example when an ING building elsewhere cannot be used because of a fire, or when the main office cannot be reached due to a train strike. When the trains were striking in October 2004 the TWA was chock-full. 

6. Preservation of talent and recruitment of new personnel
When employees can telework (part of the time) at home or close to their residence ING becomes more attractive compared to other employers. After all, ING does not only require her employees’ flexibility, but offers them the necessary space and facility in exchange for that. “The freedom and the trust given to employees in carrying out their work will be positively appreciated” [Telewerkcentrum Almere: the concept: 6].
7. Saving on accommodation

By the combination of teleworking from teleworkcentres and flexible accommodation at the station, square metres at the station can in the long run be disposed of. This can have a positive effect on the total costs of accommodation. When employees work elsewhere part of their working time, fewer (expensive) workplaces in the office are necessary.
. This requires (i) that there is mutual rapport in the units concerning presence, telehomework and days off, and (ii) that the workplaces in the office are flexible, so that an office workplace can be used by every employee.

8. Higher productivity
The productivity of the employee increases by teleworking. This is not only the consequence of a decrease in travelling time and the resulting exertions and irritations, but also a consequence of the fact that employees are enabled to choose a workplace per day that optimally fits the activities that have to be performed that day.
 Moreover, the job motivation of teleworkers usually increases strongly.
According to ING, teleworking will only be successful when it both employer and employee can gain from it.
3.4 Costs, risks and limitations
There are, however, a number of costs, risks and limitations involved in telework.
1. Costs
The existing infrastructure has to be made suitable for working at a distance. First of all physical files have to be converted into digital ones in order to be able to consult them at a distance. Secondly, costs are involved in the design of a teleworkcentre. And finally, it is not always immediately possible to save on the floor area of the main office. In the latter case telework means more workplaces and higher costs of accommodation.
2. Opposition of management
Many managers are scared of losing control over their employees’ behaviour when they cannot be observed anymore at fixed hours and in central offices.  They have insufficient trust in their ability to ‘manage at a distance’ and in their employees’ commitment. Therefore they think that teleworkers are inclined to achieve less and that they are incapable of judging whether teleworkers really work. This fear of loss of control is based on too great faith in their own pupil. Many managers have been trained in a style of management that is defined as the ‘eyeball approach’. Managing on output is a style of management that is not yet practised everywhere in ING. “Result-oriented work goes well with telework. Manager and employee make agreements about the results that are to be produced in advance. The employee is given a large degree of responsibility to realize these results” [Hulsman p. 7].
3. Teleworkability of functions
Not all business processes are suitable for telework. Some business units are (still) highly dependent on the use of physical files. Some functions require direct and personal communication with clients. Activities are teleworkable when they (i) can be performed independently and independent of place, (ii) when they are not strongly intertwined in a process chain with other employees, and (iii) when they produce clear (measurable and assessable) results.

4. Other priorities
Some business units are working hard on complex reorganizations that demand so much effort from the organization that experiments with new work forms are moved to the background. For divisions working on a reorganization introducing telework can demand too much of the organizations. It is just impossible to implement too many changes at the same time. “Daily problems sometimes have a higher priority than working on new chances for the future’ [Telewerkcentrum Almere: het concept: 7].
5. Time frame
A specific problem for this project is the short time frame. Due to the quick commencement and the fast time frame there is little room for the users to have influence on the course of events. All the same, the ING is making every effort to get commitment from the steering committee and the users to make an active contribution to this project.
Only by means of a careful introduction of telework can these disadvantageous consequences be avoided or can the risk be minimized. Attention should also be paid to the problem (i) that teleworking employees are less informed because they miss the corridors, and (ii) that teleworkers get the feeling that they lose their chances of promotion.
The TWA-concept emphasizes that teleworking does not entail extra costs. This is only possible when the workplace of the teleworkers at his station is reused as much as possible by another employee. Therefore it is essential that the days on which people telework are carefully balanced. Teleworking on peak days such as Tuesday and Thursday soon leads to savings on accommodation costs. Usually nothing is gained as regards accommodation by teleworking on a quiet day like Friday.
4 Facilities of the TWA

4.1 Location, building and design
The TWA has its seat in detached premises of approximately 1400m² office surface area. It is an ING building not used by a third party and secured by ING. The building houses 3 floors.
The TWA disposes of about 150 workplaces, half of which have initially been provided with a desktop and telephone.
 In the other half of the workplaces laptops can be connected. The starting point is that an employee can approach the same business systems as at the station. The software to use these business systems belongs to the standard set that can be managed at a distance by their own business unit.

The teleworker can book a workplace in advance via an e-mail directly with the office manager of the TWA.
In the design of the TWA bright colours have been used for the carpeting and a warm colour for the walls. Although the design looks ‘more expensive’ than in other ING locations, this is merely the consequence of the use of colours. For the design master contracts with suppliers have been used.
4.2 Types of workplaces
Depending on the type of work that has to be done the teleworker can make use of different types of workplaces:

· Workplace in an open-plan office
A standard ING workplace in an open-plan office environment, in accordance with the Occupational Health and Safety Act (ARBO).

· Workplace in concentration space
A workplace in accordance with the ARBO-norm in an enclosed room for activities that require a high level of concentration. Since the intention is that these rooms remain quiet, no telephoning is allowed.
· Touch down workplace
A workplace for temporary use, e.g. for writing emails before and after a meeting or for ‘traffic-jam avoiders’. These workplaces are intended for an occupation for no more than 2 hours.
The TWA is open on workdays from 7 to 19 o’clock.
4.3 Other work forms

In order to achieve an optimal degree of occupancy of the TWA it has been designed flexibly and multi-functionally, so that it can be used for other work forms as well. These other work forms are:
· Conference room: several formats of conference rooms for 2 to 40 persons including audiovisual facilities.

· Escape room: the rooms of the telecentre can also be used as an alternative in case of calamities, e.g. when an ING building elsewhere cannot be used due to a fire.
· Team or project room: for periodical cooperation between teams, where participants can use PC and telephone in a (semi-) closed room. A team or project group can work together without being disturbed by the other employees.

· Training and events room: a flexible room that – by appointment - can be designed according to one’s wishes for training or company sessions.
The main functionality of TWA is telework. In order of importance the other functionalities are: conference room, escape room and project or team room.  
These functionalities are purposely varied, and if needed functionalities can be run down or activated. 

4.4 Additional facilities

To support the work forms the TWA has made some additional facilities available. 

· The TWA complies with the ING standard regarding safety. Without extra safety measures teleworking employees can approach the same systems as at the company stand (‘standplaats’). 

· During opening hours a security agent or office manager is present. The office manager is the ‘face’ and central contact person of the TWA. Users of the TWA sign in and out with the office manager.

· On every floor in the TWA there are printing, copying and fax facilities.
· Dispenser facilities for coffee, tea, soft drinks and sweets.
· Due to its small scale the TWA has no company restaurant. The TWA does not offer catering in the building itself, but there is a lunch agreement with the local catering industry. Lunches can be ordered for meetings which are delivered by local caterers and are balanced with the rent of the meeting room. Voor vergaderingen kunnen lunches worden besteld die door lokale horeca worden afgeleverd en met de huur van de vergaderruimte wordt verrekend. Recently teleworkers can also use the lunch facility.
· On the ground floor in the building are lockers in which employees can store their personal belongings.

· A shower for fanatical cyclists.
· Accessibility: the TWA is within easy reach of the motorway and is at walking distance from and Central Station and Shopping Precinct Almere. The building can be reached from the A5 in a few minutes. A day-care centre and shops are in the vicinity. 
· There is sufficient (as yet free) parking space.
Het TWA bevat daarnaast uiteraard nog een aantal reguliere voorzieningen zoals schoonmaak, beplanting en afvalverwerking. 

Obviously, the TWA also contains a number of regular facilities such as cleaning service, plants, and waste-disposal.
5 Realisation and evaluation
Mid 2002 ING FM (Facility Management) were assigned to realize a teleworkcentre in Almere. In a short period of time a business plan was written: the business case TWA (30.9.02). After approval of this plan in September 2002 the final assignment was given: “Realizing a Teleworkcentre as Turn Key-project according to the approved business plan.” 
The building for the TWA was rented per 1.1.03 and was already delivered in the 9th week of that year. In the evaluation, which would according to plan be produced three months after occupation, the conclusion on 18 June 2003 is “that nearly all basic assumptions have been fulfilled.”
 The only exception was the date of delivery. This was a later date than indicated in the business case. It turned out to be impossible to rent the building from an earlier date.

The promotion of the satellite office was handed over to the Accountmanagement & Research and Development from ING FM. In the evaluation report it was recommended to aim at the promotion / marketing  in the direction of the ‘customer’ in order to reach the intended occupation rate 65% average, 75% maximum in 2003.

In order to create a basis for the TWA information about the telework concept was dispersed within ING in the Netherlands. This information was specifically aimed at the primary group of users of the TWA: ING employees who travel from the Flevopolder to Amsterdam and their managers. Brochures, posters press releases and articles were disseminated, information meetings and tours were organized, and web pages were designed.
The evaluation of this communication effort showed that the main bottleneck is “creating support by managers to allow the potential users to telework.”



	The Beslisdocument advies continuering Telewerkcentrum Almere (Decisive document advice continuation Teleworkcentre Almere) states that it is true that other procedures and guidelines apply to the TWA as regards general and technical support services, but that the processes of the TWA also have to be optimized. Here it is important that this service is constantly monitored, also the evaluation of the functionality of the TWA. The main functionality of TWA is telework. This function should be promoted, so that other functionalities can be reduced. TWA functionally responds to this changing situation. 

	


The occupancy rate has raised because a number of promotion activities were started in August till November 2004. New brochures were made and sent to all potential teleworkers. Posters were pinned up in all Amsterdam buildings. A welcome package was handed out to the first visitors of the TWA.
 Besides, the telework​centre was promoted via several media (newsletters, intranet, etc.).

The result is that the reputation of the TWA is increased by all these promotional activities and that the subject will be made a subject of discussion in the units, amongst employees and their superiors. A clear presentation of the possibilities and advantages of the TWA will lead to more teleworkers and so a higher occupancy rate in the near future.
6 User survey
How satisfied are the teleworkers who have experience in the TWA? In August-September 2004 the ING investigated this. It became clear that the users of the TWA are greatly satisfied with the satellite office. On a satisfaction scale of 1-10 the average score of the users is 8.4. The highest score is 10, the lowest 7. 

Research into the actual use of the TWA shows that nearly half the respondents makes use of the TWA one time per week en that nearly three quarters of the respondents uses the TWA the whole day (8 or 9 hours).

	“I work in the TWA on Mondays and Fridays and I am extremely pleased with it. My activities on these two days consist of mainly the same repetitive activities. I can work here undisturbed and that makes me much more concentrated than at my station. I am not kept from work as often by phone calls or colleagues who come to me with questions. (…) Although I miss the catering once in a while, all other facilities are excellent here. A great chair, well-functioning equipment and an agreeable atmosphere make working at TWA very pleasant” [Willem Holsderver].



The main reasons to telework are working more quietly (34%), shorter travelling time (32%), productivity (26%) and evading traffic jams (24%).

The respondents were asked if they felt stimulated  to telework by their superiors and colleagues. More than half of the employees are stimulated by their manager to telework and nearly half of them are not stimulated by colleagues.

The employees were also asked how satisfied they are about the facilities of the TWA. This shows that the users of the TWA are very satisfied with nearly all aspects of the satellite office, such as booking the telework place, the IT support, the air conditioning, cleaning service, parking and the conference facilities. The respondents are least satisfied with the lunch facilities (3.5 as mean score on a scale of 1 to 10) ― but in the meantime this has been improved by a lunch facility for teleworkers.
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Source: ING - Integrale klanttevredenheid 2004

All present employees also want to make use of the TWA in the future and 75% of them believe that more energy should be given to the promotion of the TWA. Managers should be better instructed about the TWA and they should motivate their employees to work at the teleworkcentre. Some respondents are more careful in this respect: they fear that the more people come and telework there, the more noise there will be and the less quietly employees can work there.
In short: the satisfaction with the TWA is high to very high. Still, according to the respondents, some improvements should be made in the facilities offered, such as lunch, parking spaces, colour printer and telephone services (to other countries).
The major bottleneck in teleworking still is the approval of the managers.

7 Finally

The teleworkcentre Almere seems to be a great success in several respects. The main practical-economic bottleneck is the relatively low occupancy rate. Considering the enthusiasm of the teleworking employees for the TWA this is surprising on the one hand. In case of so much satisfaction with the facilities offered a greater participation would be expected. However, an internal survey shows that the major organizational bottleneck is that amongst managers there is insufficient basis to allow the potential users to telework. This does not alter the fact that further research under the potential users may offer insight into which other barriers or hesitations exist with them.  
Intensive communication and promotion activities in the whole organization should enable a gradual increase in occupancy rate. The time to do this, however, is short. Due to the short lead time of the project ING has to decide in the short run whether to continue the TWA, and whether expansion with more centres in The Netherlands is desired. On 31 December 2005 the leasing agreement expires. But in view of the final date of giving notice this decision had to be taken before 1 January 2005. It is to be hoped that in taking this decision a balance is found between the ‘cold’ figure of the low occupancy rate and the ‘warm’ experiences of the employees making use of the TWA at this moment.
The TWA mainly owes its success to the fact that ING-employees can work undisturbed at the teleworkcentre. They prefer the TWA to their own ‘hectic office’. “You can simply carry on working here”, is often said
“When it is a full house, the ten of us are calling and consulting in one room in Diemen-Zuid all day long. When, for example, you are writing a report, you are easily distracted. You hear colleagues talking about a subject you are also working on, and you are immediately triggered. You keep well informed this way, but the concentration is gone. (…) It is very quiet here, so you can concentrate better on your work. I can do much more work here than in one day in Diemen-Zuid” [Marja Klein in interview Wholesale Journal, November 2004].
According to the regulation home and telework the teleworkers have to see to it themselves that they work sufficiently undisturbed by other (domestic) activities from their workplace at home. For many employees the TWA is a good alternative for telehomework.
“It is nicer than telehomework: at home I am too easily distracted by all sorts of domestic chores that I still have to do” [idem]. 
Users of the TWA do not only work with more concentration there than at their station, but also compared to home. They are not bothered by domestic distracting factors: members of the family and especially children who disturb the work rhythm all the time; the complete mingling of work and private life. Working in a telecentre enables employees to tune work and caring tasks in a better way. Working in a telecentre enables them to separate work and private life without losing the freedom and flexibility to work on the location which is best suited for the activities that have to be performed. Moreover, it reduces the chance of social isolation and loneliness.
So, employees have several and very good reasons to be very enthusiastic about the teleworkcentre in Almere. The earlier observed ‘cold feet’ of the managers can be overcome by stimulating and facilitating performance management. This not only involves learning a new style of management, but also learning new techniques and methodologies.
For ING as a company the rewards of the teleworkcentre are countless. Because she enables her employees to choose the most effective and efficient location and time per activity, not only societal, economic and organizational, but also personal benefits can be realized.

· Societal
Discouragement of office expansion in the Randstad; reduction automobility;

· Economic
Higher productivity; reduction housing costs and travelling expenses;

· Organizational
Flexibility in removals and reorganizations, peak load, and calamities;

· Personnel
Less turnover of employees; preservation of talent and attracting new personnel; limitation of forced removals; counterbalance of growth and shrinkage of number of employees; heightened work satisfaction; decrease of sickness absence.
Not all these benefits will be realized automatically, simultaneously and in the short run. But the first substantial successes are already visible. The system and purposiveness with which the TWA was set up has contributed to this to a great extent. The apparent successes of the TWA and the enthusiasm of her users are a new boost to continue on the chosen path, without making an absolute law of the TWA-model. Not in the least, because extra housing and office costs are involved in maintaining a private telecentre. 
During the final assessment of the TWA-experiment a new perspective for ING-teleworkers came up. ING has the disposal of an extensive network of offices in the Netherlands where, as a consequence of efficiency measures and shifts in the pattern of financial services, many workplaces are not occupied. These workplaces are fully equipped and could be used by practically any teleworking ING employee. Instead of building satellite offices of their own the idea is to work towards a new system in which teleworkers can find a workplace near their house within one of the 250 existing places of business of ING. This way teleworking in one’s own area is facilitated, without the need of setting up new office facilities. The general objective remains the same: offering flexibility, as regards location and time by designing generally usable workplaces. This only does not take place in especially for this purpose designed satellite offices, but in one of the many already existing places of business. This also allows the ING employees to choose per activity the most effective and efficient location and time to perform this activity.
8 Digital and paper resources

1. Bakker, Ieke [2004] Projectplan: Telewerk Centrum Almere (TWA). 21 juli 2004.

2. Benschop A. / Menting C: Teledock [www.teledock.nl]

3. Benschop A. / Menting C [2005] Telework in the Netherlands. ESF: Brussel.
4. Boer, Marcel de [2003] Decharge Project TWA Almere [18.6.03]. Namens het TWA programma team.

5. Dijkstra, W.J. / Janse, P. / Metz, D. [2001]  Energiebesparing in verkeer op locatie. Effecten en haalbaarheid van maatregelen. CE: Delft.  [www.ce.nl].

6. Hulsman, Monique, Briefing werken in Telewerkcentrum Almere.

7. ING – Integrale klanttevredenheid 2004. Enquête Telewerkcentrum Almere.

ING – Regeling thuis- en telewerken ING Nederland

























� 	Experience shows that flexibilization of work patterns results in inefficient occupation of offices: on Tuesdays and Thursdays the offices are chock-full, while on Fridays many workplaces are unoccupied. By a simultaneous flexibilization of housing patterns this inefficiency can be fought. 


� 	Source: Letter of Bas Stam: 5 November 2001.�Per day some 45.000 inhabitants commute from Almere and surroundings to the Amsterdam region. Many of them are in a traffic jam on the A6 and A1 every morning. 


� 	This calculation was based on reactions of the management teams of business units, settled in Amsterdam, on the teleworkability of functions of employees that live in and around Almere. They were asked the question which functions from the pool of employees are in principle available for working at a distance, taking the process structure within the business units into account.





� 	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].


� 	Office innovation does not only mean that several co-workers share the same workplace. It also means that tasks are assigned to spaces: concentration in separate closed spaces (cockpits), meetings in discussion rooms, ‘landing spaces’ or ‘touch down place’ 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.


� 	Een dagje telewerken in het TWA, in: Wholesale Journal, 9 November 2004.


� 	When there are large numbers of employees who do not (partly) work at the office money can be saved on the numbers of m² in company restaurant, parking spaces and so on.


� 	Within ING teleworking is in keeping with the efforts of Facility Management to achieve the design of flexible workplaces in offices.


� 	Experience shows that teleworking entails an increase in productivity between 5 and 15%. “This increase in productivity is brought about because the employee can concentrate better in a teleworkcentre, is less distracted and is less worn-out by commuter traffic and resulting traffic jams. Besides, he is inclined to work a bit longer if required” [Hulsman p. 7].


� 	Apart from the teleworkability of functions (is the function suitable for telework?) attention should also be paid to the teleworkability of persons (is the employee suitable for telework?). In this context the main question is to what extent employees are capable of planning and organizing their activities themselves, of maintaining contact with colleagues, and of disciplining themselves (‘self management’). Both functions and persons have to be suitable for teleworking. Moreover, five organizational preconditions have to be fulfilled: (i) presence at the station and work consultation have to be well arranged; (ii) the manager should have a result-oriented and coaching style of management; (iii) the employee is allowed sufficient freedom and responsibility to organize his activities; (iv) the teleworking employee, but also the division can be sufficiently reached; (v) the teleworkplace should be sufficiently separated from other (domestic) activities [Hulsman p. 6].


� 	From the station the personal phone number can be redirected to the TWA.


� 	Letter of Marcel de Boer, on behalf of the TWA programme team: Decharge Project TWA in Almere [18.6.03].


� 	According to the business plan the TWA should be operational in the autumn of 2002 – 1 January 2003. Selecting and renting the building took more time than expected. Not until 11 December 2002 – the date of key transfer – could all activities in and around the building start. The estimation was that the renovation/design of the building could be finished in week 11. It was better than expected: the building could be officially opened in week 9 (17 March 2003).


� 	Assuming that on average employees telework 1 day per week 5x160 persons would be needed to fill the TWA completely. For a desired occupation of 75% at least 600 individuals would have to be found who come and telework there ‘structurally’.


� 	In: Evaluatie communicatie-inzet Telewerkcentrum Almere. Monique Hulsman, 23 mei 2003.


	In: Evaluation communication-commitment Teleworkcentre Almere. Monique Hulsman, 23 May 2003.


� 	The occupancy rate is determined by dividing the real number of hours the teleworkplaces have been used by the available number of hours.


� 	The package consists of a lunch box filled with an absence card, pen, notepad, photo clip on suction pad, blue parking disc and a box of sweets.


� 	From: Teleworkcentre Almere (TWA). Retail. September 2004.


� 	In: TWA, een prima locatie [http://facilityweb.fm/intranet/huistesten/scan_fmtoday.gif].


� Respondents were able to give more than one reason to telework. Therefore the added percentages transcend the 100%. 
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