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Introduction:

A prime project need is to assess the bank workers’ state of awareness concerning telework, their expectations, and their fears, doubts, and uncertainties. 

Secondly, we need to identify, both at the single national levels and within the partnership population as a whole, the types of employees who may be considered potential teleworkers in the project partner countries (Germany, Greece, Italy, Spain). 

From careful reading (or processing by cross-matching) of the responses to the questionnaire, we will obtain 1) answers to the queries mentioned above and 2) indications for creating and honing the tools needed for creating awareness of telework among employees.

In other words, the results of the Phase 1 survey must provide us with the basic indications and elements needed for correctly designing a training course on teleworking in the banking sector. 

A communications tool (and therefore access to a suitably-designed web site) will permit course attendees to access to the virtual classroom and take the course, the objective of which is to provide broader knowledge of telework in banking.  The course structure is based on lessons, with direct (virtual teachers) and deferred (human teachers) interaction options, and contemplates a sort of final examination and granting of a certificate of course completion. 

The final stage will involve simulation of a virtual bank-sector teleworkstation, obviously within the limits of a workstation designed for simulation and training, and not for actual work. 

In light of the above, a preliminary questionnaire was drawn up and distributed at the Italian national level.  The responses obtained were analyzed with the aim of singling out any necessary adjustments.

This process permitted us to perfect an outline for the questionnaire; a second, final questionnaire was then drawn up, translated, and distributed to all the partners. 

This report addresses

· the structure of the final questionnaire

· the responses in numerical terms

· the responses expressed as percentage values

· the graphs

· verification of the quality of the data

· interpretation of the single questions, and comments

· analysis of the responses by related theme areas

· conclusions

Responses to the Questionnaire

As far as Italy is concerned, we felt it opportune in the preliminary phase to separate the questionnaire responses obtained by FABI from those produced by the BPM campaign; later, the aggregated data will be processed and indicated generically as “Italian data”.

Globally, a total of  528 questionnaires were returned: 95 from Spain, 135 from Greece, 55 from Germany, and 237 from Italy. 

 We can thus affirm that, if on the one hand we have a statistically-valid number from the point of view of significant responses, on the other, the fact that about half of the surveyed population is Italian will certainly influence the results.  Thus, even the results of “global interpretation” of the responses will be more pertinent to the Italian population than to the populations of the other partner countries. 

In consideration of this fact,  particular importance was given to comparative interpretation of the partner country results so as to avoid (insofar as possible) losing precious, fundamental information. 

The 29 tables below summarize the responses to the questionnaire. 

1) - Have you ever heard of teleworking?
Total
Spain
Greece
Germany
BPM
FABI

     a) Yes
442
77
77
51
131
106

     b) No
85
18
57
4
2
4

 No answer
1
0
1
0
0
0

2) - How would you define teleworking?
Total
Spain
Greece
Germany
BPM
FABI

     a) A job activity carried on in one’s own home
395
74
48
50
124
99

     b) A new form of part-time work.
21
2
12
2
0
5

c) A job activity conducted by telephone.
104
17
72
2
7
6

 No answer
8
2
3
1
2
0

3) Have you ever been offered a teleworking activity?
Total
Spain
Greece
Germany
BPM
FABI

     a) Yes
35
7
22
1
0
5

     b) No
493
88
113
54
133
105

 No answer
0
0
0
0
0
0

4) - If you answered No to question 3: would you accept an offer of telework were it proposed to you?
Total
Spain
Greece
Germany
BPM
FABI

     a) Yes
265
47
72
22
68
56

     b) No
222
41
46
30
60
45

 No answer
41
7
17
3
5
9

5) – Do you think to be able for teleworking?
Total
Spain
Greece
Germany
BPM
FABI

     a) Yes
384
83
101
42
86
72

     b) No
137
12
30
12
45
38

 No answer
7
0
4
1
2
0

6) - What would you accept in exchange for the possibility to do your job by teleworking? 
Total
Spain
Greece
Germany
BPM
FABI

a) A collective agreement different from that of the banking 
141
33
74
10
11
13

     b) Restructuring of your salary base and a stricter ratio between salary and real production
182
28
35
8
55
56

     cc) Paying a part of the cost of creating a new teleworkstation at your home.
129
30
25
34
21
19

     d) A reduction in your salary
13
3
4
0
3
3

e) A reduction in the importance and role of the union in company affairs
32
15
1
0
15
1

 No answer
77
8
7
12
29
21

7) - Which activities can be teleworked?
Total
Spain
Greece
Germany
BPM
FABI

     a) Decision-making
218
37
77
48
36
20

     b) Executive
343
61
63
2
114
103

 No answer
27
6
10
7
4
0

8) - Which of the following aspects of teleworking do you find MOST APPEALING?
Total
Spain
Greece
Germany
BPM
FABI

     a) Working at home.
202
42
37
30
38
55

b) Self-scheduling your working time.
336
58
72
41
98
67

c) More time and availability for family matters.
143
26
31
19
24
43

     d) Greater autonomy and job responsibility.
137
30
47
13
33
14

     e) Less need to travel to and from work.
249
53
26
41
73
56

     f) Possible enhancements of carrier and professional skills.
18
7
7
1
1
2

g) Sense of isolation in the company environment.
13
1
9
2
1
0

     h) Less collaboration with colleagues.
15
1
10
1
1
2

 No answer
3
1
1
1
0
0

9) - Which of the following aspects of teleworking do you find LEAST APPEALING?
Total
Spain
Greece
Germany
BPM
FABI

a) Sense of isolation in the company environment.
261
63
41
37
73
47

     b) Less collaboration with colleagues
267
58
39
42
58
70

c) Risk of professional and company marginalization.
219
45
29
20
80
45

d) Risk to lose the company benefit.
63
7
24
9
12
11

     e) Risk to be inattentive during the teleworking.
58
13
10
1
15
19

f) Loss of traditional “status” of employee.
89
19
40
15
12
3

 No answer
13
3
5
1
0
4

10) - Regarding the quantity of work, do you feel that teleworking could result in an excessive increase in the workload? 
Total
Spain
Greece
Germany
BPM
FABI

     a) Yes
243
64
71
19
35
54

     b) No
280
29
63
36
96
56

 No answer
5
2
1
0
2
0

11) - Do you think there is the risk of providing a purely quantitative assessment of teleworkers' performance, and in this case how would you try to avoid it ?
Total
Spain
Greece
Germany
BPM
FABI

a) Yes, I would give more controlling power to trade unions.
210
49
63
25
16
57

     b) Yes, I would avoid it through a higher corporate commitment.
247
45
33
33
91
45

     c) No, and at any rate I would not see it as a disadvantage, but rather as a
remunerable item (piece work)
91
17
31
7
20
16

 No answer
30
7
10
0
10
3

12) - Do you feel that the introduction of teleworking could increase the differences between workers permanently employed at company premises and teleworkers (in a sense, creating first and second-string workers)?
Total
Spain
Greece
Germany
BPM
FABI

     a) Yes
411
72
109
43
104
83

     b) No
113
22
25
10
29
27

 No answer
4
1
1
2
0
0

13) - Do you fear telework may jeopardise your professional career?
Total
Spain
Greece
Germany
BPM
FABI

     a) Yes
306
42
80
39
81
64

     b) No
208
50
50
15
48
45

 No answer
14
3
5
1
4
1

14) - What would you suggest to avoid the development or increase of discrimination between workers employed at company premises and teleworkers?
Total
Spain
Greece
Germany
BPM
FABI

a) Delegation of greater control power to the union organizations.
149
45
14
26
14
50

b) Unequivocal safeguards established though national-level collective bargaining.
306
63
73
30
73
67

     c) A formal company commitment to avoiding such a risk.
238
45
70
23
70
30

 No answer
15
5
2
2
2
4

15) - In your opinion, which of the categories listed below would profit most by teleworking?
Total
Spain
Greece
Germany
BPM
FABI

     a) Women in general.
110
8
59
13
14
16

     b) Men in general.
39
8
12
6
6
7

     c) Women with children.
243
37
64
34
49
59

     d) Men with children.
65
19
0
23
9
14

e) Workers who live far from their workplace.
231
68
0
43
69
51

     f) Workers with physical handicaps.
254
73
0
40
75
66

     g) Young people on their first jobs.
5
0
0
0
2
3

h) Workers for whom achieving a balance between quality of life and job demands is a priority.
94
0
0
13
48
33

     i) Workers who due to difficulties within the company could not be physically employed at company premises.
22
0
0
7
3
12

 No answer
8
1
5
2
0
0

16) - What benefits could telework offer to disabled people?
Total
Spain
Greece
Germany
BPM
FABI

a) A disabled teleworker would avoid all the physical obstacles that would
otherwise be encountered in going to work every day.
402
76
99
39
99
89

b) A disabled teleworker would avoid the stress of daily commuting.
187
33
28
43
48
35

c) A disabled teleworker would avoid the inconveniences due to difficult
relations in the workplace.
84
22
29
12
12
9

 No answer
16
2
1
4
5
4

17) - What role should a teleworkers’ union play?
Total
Spain
Greece
Germany
BPM
FABI

     a) Selection and prepare teleworkers.
56
16
6
10
13
11

     b) Create special training courses for teleworkers.
150
38
44
20
24
24

c) Include special career provisions reserved for teleworkers in future contracts.
239
37
58
30
57
57

d) Perform constant monitoring of teleworking conditions
235
52
50
30
50
53

e) Carefully monitor the safety and health aspects of the home teleworking environment.
82
13
19
25
14
11

f) Provide online assistance for teleworkers on all subjects of interest to the category.
151
47
24
18
40
22

 No answer
15
0
4
3
5
3

18) - Do you fear telework may promote excessive reliance on third-party
service suppliers?
Total
Spain
Greece
Germany
BPM
FABI

     a) Yes
346
82
83
33
71
77

     b) No
165
11
46
19
56
33

 No answer
17
2
6
3
6
0

19) - Do you feel that the organizational structure of your company is currently ready, or capable, of launching teleworking experiences?
Total
Spain
Greece
Germany
BPM
FABI

     a) Yes
101
15
33
16
12
25

     b) No
233
43
55
29
66
40

     c) Don’t know.
184
35
44
7
53
45

 No answer
10
2
3
3
2
0

20) - In your opinion, what could most improve a teleworking experience?
Total
Spain
Greece
Germany
BPM
FABI

a) Alternating working days at home with working days at company premises.
297
56
59
41
78
63

b) Holding frequent training and refresher courses at company headquarters.
156
33
47
8
37
31

c) Permit teleworkers to work for more than one company.
33
1
13
2
9
8

d) Concentrate groups of teleworkers in a single structures different from company headquarters (telecottages )
19
2
9
1
0
7

 No answer
23
3
7
3
9
1

21) - Age
Total
Spain
Greece
Germany
BPM
FABI

     a) From 20 to 35
189
29
78
6
30
46

     b) From 36 to 45
213
46
43
12
62
50

     c) From 46 to 55
95
17
8
24
34
12

     d) Over 55
17
0
4
7
4
2

 No answer
14
3
2
6
3
0

22) – Sex.
Total
Spain
Greece
Germany
BPM
FABI

     a) Male
283
52
74
16
64
77

  b) Female
228
40
56
32
67
33

 No answer
17
3
5
7
2
0

23) - Education.
Total
Spain
Greece
Germany
BPM
FABI

 a) Middle School.
67
18
7
31
7
4

     b) High School.
248
47
40
12
73
76

     c) College Degree.
195
26
84
5
50
30

 No answer
18
4
4
7
3
0

24) – Marital Status. 
Total
Spain
Greece
Germany
BPM
FABI

     a) Married.
353
63
101
32
84
73

     b) Unmarried.
162
32
30
17
46
37

 No answer
13
0
4
6
3
0

25) - Children.
Total
Spain
Greece
Germany
BPM
FABI

     a) No
218
40
40
26
58
54

     b) Yes
290
53
91
22
69
55

No answer
20
2
4
7
6
1

26) – Number of Children
Total
Spain
Greece
Germany
BPM
FABI

     a) One.
103
25
11
8
31
28

     b) Two.
139
22
57
10
27
23

     c) Three or more.
47
6
24
2
11
4

d) None/No answer
239
42
43
35
64
55

27) – Children’s ages
Total
Spain
Greece
Germany
BPM
FABI

     a) From 0 to 5.
125
18
42
4
28
33

     b) From 6 to 10.
115
20
47
6
23
19

     c) From 11 to 18.
91
19
37
7
21
7

     d) Over 18.
65
14
8
11
21
11

 No answer
237
42
42
34
65
54

28) - What position do you hold at your company?
Total
Spain
Greece
Germany
BPM
FABI

     a) Office worker.
404
75
87
45
99
98

     b) Officer / Executive.
96
15
36
8
28
9

     c) Other. 
19
4
9
1
3
2

 No answer
9
1
3
1
3
1

29) - Are you a disabled person?
Total
Spain
Greece
Germany
BPM
FABI

     a) No
503
91
129
51
129
103

     b) Yes
17
3
2
3
2
7

 No answer
8
1
4
1
2
0

 Evaluation of “No Answer” Responses 

The questionnaire is composed of 29 questions, some of which admitted more than one answer.

Before attempting evaluation of the contents of the responses to the questions, we must analyze the “no answer” responses to verify whether or not there emerge any preliminary indications that might be useful to our work.

We decided to verify, first of all,  the significance of the answers in relation to the percentage of unanswered questions, which are reported in the tables and graphs under the heading “no answer.”  Approximating somewhat, we can say that the greater the percentage of unanswered questions the greater the indecision in relation to the possible answers (and therefore the unreliability of the answers to that question).

Another possible cause of unanswered questions could, however, lie in the question itself: it may have been badly put or incorrectly translated, and therefore have generated uncertainty about the answers.

In order to obtain further information on these points it will be necessary to conduct separate evaluations of the average percentage value referred to the entire partner group and of the percentage values referred to the single partner questionnaires. 

We will begin by excluding from computation the values for questions no. 26 “Children” and no. 27 “Children’s ages” since for statistical reasons these questions cannot be included in determination of the above-mentioned percentage values.  On the remaining 27 questions we found an average of about 3% of “no answer” responses.

The questions for which the percentage of “no answer” responses was higher than the average value of 3% and which we will assume to be statistically significant, are:

Question No.
No Answer  %




6
14,58

4
7,7

11
5,68

7
5,11

20
4,36

25
3,79

23
3,41

18
3,22

22
3,22

We will now proceed with analysis of the nine questions, in order of deviation from the average 3% value, and attempt to perform an analysis on the sole basis of the failure to respond. 

6) - What would you accept in exchange for the possibility to do your job by teleworking?

Distribution of the average “no answer” value of 14.58% may be considered sufficiently uniform to suggest that all the partners encountered some difficulty in answering. 

This indecision could be attributed to the “provocative” nature of the question. 

Nor must we ignore the fact that in general there had been little discussion of the question of telework before the questionnaire was presented; filling this gaps is in fact one of the aims of this research project. 

4) - If you answered No to question 3: would you accept an offer of telework were it proposed to you?

(The question was “Have you ever been offered a teleworking activity?”)  The average “no answer” value of 7.7% only confirms and supports the comments made in connection with the previously-considered question. 

11) - Do you think there is the risk of providing a purely quantitative assessment of teleworkers' performance, and in this case how would you try to avoid it ?
The “no answer” value of 5.68% can be interpreted as reflecting moderate, widespread indecision, again attributable to scarce knowledge of the subject.  The exception in this case is Germany, with 0% “no answer” rate. 

7) - Which activities can be teleworked?

The average “no answer” value was 5.11%.  In this case, Germany was the major contributor to creating the value, with a single-country “no answer” percentage of 12.73%.  This apparent indecision, as will emerge further on, is in line with a clear countertrend with respect to the other partner countries.  
20) - In your opinion, what could most improve a teleworking experience?
Average “no answer” value 4.36%.  

Once again, we ought to consider that the possibility that abstentions were determined by lack of training and information.

25) – Children

Average “no answer” value 3.79%.    

Germany’s “no answer” percentage was 12.73%.  This high value, which moreover contributes decisively to creating the anomalous high average value, is not easily explainable.  For this reason we will verify the correct formulation of the question with our German partner, and ask for their opinions concerning interpretation of the possible causes of the anomalous response. 

23) – Education

Average “no answer” value 3.41%.    

Once again, Germany’s “no answer” percentage was 12.73%.   

It is unclear whether or not repetition of the same abstention percentage (12.73%) reflects some sort of systematic error on the part of the German partner.

Consultation with the partner is more than ever necessary.

18) - Do you fear telework may promote excessive reliance on third-party
service suppliers?
Average “no answer” value 3.22%.  No comment, except that the “no answer” percentage on the FABI questionnaires is 0%.

We are inclined to believe that this fact is due to greater experience with telework here than in other cases.

22) -  Sex

Average “no answer” value 3.22%.  Once again, Germany contributed raising the average, with a 12.73% “no answer” values. 

The anomaly is again repeated, with the same value.  This leads us to believe with reasonable certainty that the anomaly is systematic and will be diagnosed later on. 

Having completed this preliminary phase, from which there emerged some important aspects still to be clarified, we will go on to comments on the responses to the single questionnaire questions.

   Let us stress that our interpretation is subjective and that if need be it will be corrected when we will have received the comments of the other partners, and only then implemented. 

This operation will be carried out on occasion of the next scheduled teleconferences and meetings.

Analysis of the Answers, Question by Question 

1) - Have you ever heard of teleworking ?

· In general, the answer may be said to be a clear affirmative, in all the partner countries. 

· The overall percentage of affirmative answers (choice a) “Yes”) was  83.7%.  

· Affirmative answers from Greece, instead, accounted for only 57%. 

· In light of consistent percentages of “Yes” and “No” answers, response reliability can be said to be very high. 

2) – How would you define teleworking ? 

· The preferred definition would seem to be that proposed by choice a) “A job activity carried on in one’s own home” = 74.8%.

· Contrary to the general trend, Greece checked c) ”A job activity conducted by telephone ” = 53.3%.
· In light of the distribution of the responses with respect to the question, we can say that the response reliability of very high. 

Analysis of the first two questions shows that Greece is highly consistent in having  obtained the .lowest percentage of “Yes” answers to the question regarding awareness of telework and in shifting furthest from the other partners as regards its definition. 

3) – Have you ever been offered a teleworking activity ?

· In this case we have an extremely precise, across-the-board choice of b)”No” = 93.37%.

· With respect to the average of “No" answers, Greece is 10% lower, with a corresponding 10% more “Yes" answers.

Greece’s response, in countertrend to those of the other partners, is not totally consistent with respect to the country’s response to the first question, Greece goes against the trend.

The response may be considered justified on the basis of the definition of telework given by Greece (“a job activity conducted by telephone”).

 In light of the above, it would seem strange that there could be a real increase in the telework proposals in Greece with respect to the other partner countries.

It must not be excluded, and it is worthwhile to check, that the job offers considered to be telework offers are actually call center job offers.

4) - If you answered No to question 3: would you accept an offer of telework were it proposed to you ?
· On the average, 50% answered “Yes” and the other 50% “No” or “No answer.” 

· There is a high degree of indeterminacy due to that fact that telework does not yet represent a concrete job alternative in the credit sector. 

The apparent countertrend of the response to question no. 5 below points up the fact that real offers of telework are enormously inferior to the workers’ potential interest in such activities. 
Question no. 4 is closely tied to no. 3, and in light of the results we can state that cumulatively, 93% of those responding to the questionnaire has not received offers of telework and had they, they would not be able to judge their feasibility..

5) Do you think to be able for teleworking ? 

· The distribution (72.7% “Yes” as opposed to 30% “No”) confirms that the response is consistent and reliable (double answers are almost non-existent).  

· The strong majority of “Yes” answers shows that there exists a certain propensity to accept telework, or at least the absence of prejudice against it.

6) - What would you accept in exchange for the possibility to do your job by teleworking ?

· Choices d) “A reduction in your salary” and e) “A reduction in the importance and role of the union in company affairs” were included as provocations, in a certain sense, and in line with expectations they were selected only by a strong minority of those answering the questionnaire. 

The answers to be taken into consideration are thus: 

· a) Application of a collective agreement different from that of the banking sector = 26.7% 

· b) Restructuring of the salary base and a stricter ratio between salary and performance = 34.4%

· c) Paying a part of the cost of creating a new home teleworkstation = 24.4% .

The distribution of  these three principal answers is random; what is more, the “No answer” responses weigh in at a strong 14.58%.
All told, in this case it is impossible to draw a conclusion because there is no prevailing answer. 

From a statistical point of view, differential country-by-country reading of the responses to this question, the proposed answers to which, as we mentioned, were deliberately “provocative,” suggests that each country reacts in a different manner as regards hypothetical scenarios and involvement in them. 
7) - Which activities can be teleworked ?
· As pointed out in the introduction, Germany has an atypical and high percentage of “No answer” responses: 12.73%, about double that of the other partners.  At the same time, however, Germany expresses a decided preference for choice a) “Decision-making” = ca. 90%.
· Like the German data, the Italian data (BPM + FABI) are strongly biased, but in the opposite direction with a preference for choice b) “Executive” = ca.  90%.
We can thus assume that Italy and Germany are strong leaders of two opposing expected scenario currents, and we feel that it would be convenient to single out the motivation/s that may determine the divergence.

8) - Which of the following aspects of teleworking do you find MOST APPEALING ?

· The subjects responding to the questionnaire limited the scenario through de facto elimination of choices f), g), and h).

· Among the remaining choices a), b), c), d), and e) they expressed clear preferences for b) and e).

· On the basis of the response percentages, it would appear that the two predominant favorable factors are considered to be:

b) Self-scheduling of working time for 63.5% of the survey population, and

e) Reduction in commuting for 47.1%.
We may conclude that the aspects perceived as most favorable are those most closely linked to the personal sphere and not those linked to potential improvement of work as such. 

9) - Which of the following aspects of teleworking do you find LEAST APPEALING ?
· Those responding to the questionnaire halved the possible scenario by de facto limitation of their answers to choices a), b), and c). 

b) Less collaboration with colleagues = 50.57%.
a) Sense of isolation in the company environment =  49.43%
c) Risk of professional and company marginalization = 41.48%.
We must not underestimate the fact that there in any case exists a certain unwillingness to renounce the positive social image of the bank worker, and the positive effects that can derive from that image.

The fear of slipping out of a lifestyle that is known, tested, safe, and all things considered accepted positively, is strong, perhaps even stronger than anxiety over the potential risk for possible personal economic backsliding.

In the responses to this question we can read a tentative request for contact, for socialization; or, if we prefer, fear of suffering social marginalization.

A good antidote might consist in strengthening new initiatives and activities in the bank sector workplace and even after banking hours; initiatives that create in the employees the feeling (but not only that) that the social context of the workplace and work-related socialization endure even if experienced differently  (seminars, meetings, reporting sessions, sports events, excursions, etc.). 

10) - Regarding the quantity of work, do you feel that teleworking could result in an excessive increase in the workload?

· b) “No” = 53.03 — a) “Yes” = 46.02%.
With the exception of Spain, where two out of three answered “Yes,” in general there would seem to exist no extreme anxieties concerning the WORKLOAD in telework. 

The 46% of “Yes” answers suggests that anxiety in this sense more widespread than acute.  Although optimism prevails, a large minority of the employees does fear an increase in workloads..
11) - Do you think there is the risk of providing a purely quantitative assessment of teleworkers' performance, and in this case how would you try to avoid it ?

· From overall evaluation of the responses it is evident that workers do fear their work will be assessed only in terms of quantity. 

b) Yes, I would avoid it through a higher corporate commitment = 46.78%.
a) Yes, I would give more controlling power to trade unions = 39.77%.
c) No, and at any rate I would not see it as a disadvantage . . . (piece work) = 17.23%.
While this anxiety does exist, it would seem to be relatively easy to placate, either by means of an economic bonus (and this could transform anxiety into opportunity, for those who accept) or by implementing a well-structured contract.. 
The preference for formal company commitment over trade union action, and the 17.23% obtained by choice c) would seem to indicate that, all things considered, the feared risk could be within acceptable limits and might even be seen as an opportunity.

12) - Do you feel that the introduction of teleworking could increase the differences between workers permanently employed at company premises and teleworkers (in a sense, creating first and second-string workers)?

· a) “Yes” = 77.84%  b) “No” = 21.40%.
· Here we have a reliable, clear-cut, uniform response: telework will produce differentiation. 

· What is not so clear is whether or not this conviction is felt as a potential threat or as an opportunity of which to take advantage. 

13) - Do you fear telework may jeopardise your professional career ?

· The scattering of the response among the partner countries is acceptable.

· 57.95% of those responding feel their careers may be put in jeopardy by telework, 40% do not.

· Germany is the most pessimistic of the partner countries in this sense. 

14) - What would you suggest to avoid the development or increase of discrimination between workers employed at company premises and teleworkers?

· In order of preference, the answers to this request for suggestions from the workers were: 

b) Unequivocal safeguards established though national-level collective bargaining =  57.95%.
c) A formal company commitment to avoiding such a risk = 45.08%.
a) Delegation of greater control power to the union organizations = 28.22%.

All things considered, the major orientation is toward obtaining a good contract integrated by strong guarantees provided by the companies once this has been achieved. 

There seems to be a moderate demand for greater control by the unions with respect to the present situation.  The weight of answer 14-b is, in any case, strengthened by 17-d. No particular perplexities regarding possible future trade union control functions seem to emerge. 

15) - In your opinion, which of the categories listed below would profit most by teleworking?
· Of the nine possible choices, the most significant are, in order of preference:

· f) Workers with physical handicaps = 48.11%.
· c) Women with children = 46.02%.

· e) Workers who live far from their workplace = 43.75%.
· a) Women in general = 20.83%.
One decidedly unique case is Greece, with 0% for both choice e) and f), and a preference for a) Women in general amounting to 43.70%, in strong contrast to an average 15% in the other countries.

Having verified that the number of female Greek employees is aligned with the average in the other partner countries, we find it difficult to comprehend these three considerable differences.  Direct discussion of the phenomenon with the partner is certainly called for and likely to prove interesting.

16 - What benefits could telework offer to disabled people?
· a) A disabled teleworker would avoid all the physical obstacles that would
otherwise be encountered in going to work every day = 78.14%.
· b) A disabled teleworker would avoid the stress of daily commuting = 35.42%.
· c) A disabled teleworker would avoid the inconveniences due to difficult
relations in the workplace = 15.91%.
There seems to be a general consensus concerning choice a).
17) - What role should a teleworkers’ union play?
· In this case as well, the array of answers was quite broad; Nevertheless, the general perception of the unions’ role seems to center on: 

c) Include special career provisions reserved for teleworkers in future contracts = 45.27%.
d) Perform constant monitoring of teleworking conditions = 44.51%
18) - Do you fear telework may promote excessive reliance on third-party service suppliers?
· The response was decidedly affirmative, with:

a) Yes = 65.53%.
b) No = 31.25%.
19) - Do you feel that the organizational structure of your company is currently ready, or capable, of launching teleworking experiences?
· In general, the companies are perceived as not ready for telework; the response is slightly more positive only on Germany.

b) No = 44.13%.
c) Don’t know = 34.85%.
a) Yes = 19.13%    (Germany = 29.09%).

20) - In your opinion, what could most improve a teleworking experience?
· Alternating working days at home with working days at company premises = 56.25%
· Holding frequent training and refresher courses at company headquarters = 29.55%.
· Permit teleworkers to work for more than one company = 6.25%.
· Concentrate groups of teleworkers in a single structures different from company headquarters (telecottages )= 3.6%.
The general indication emerging here is that there is a need to maintain regular contacts with the company; in fact, 20-a, which calls for the physical presence of the worker at company premises in certain periods, clearly prevails.  It could be said that this response is indicative of the search for an antidote to the perceived risk of marginalization and exclusion from company life, and this collimates with the results of question 9. 

What is to be hoped for in implementation of teleworking is gradual detachment from the company, since the concern over a new way of working and the lack of experience does not favor the concentration necessary for making more demanding decisions. 

21) - Age

· The statistical distribution of the age data is highly differentiated by country.  Given the type of survey being conducted, the only relevant points seem to be: 

· Greece has the youngest employees (20-35), Spain and Italy hold the mid-ground (36-45), and Germany has the oldest employees (46-55).

22) - Sex

· Sex distribution is much more uniform (in fact, substantially equal), to the exception of Spain = 70% men and Germany’s balancing 30% men.

23) - Education

· Greece has the greatest number of college degree holders = 62.22%.
· Italy has the greatest number of high school diploma holders = ca. 60%.
· Germany has the greatest number of middle school diploma holders = 56.36%.
· Spain has the best distribution, with middle school = 18.95% - high school 49.47% - college = 27.27%.
Clarification of the exact meaning of “college degree” in Greece is probably in order, as is clarification of the exact meanings of the categories for all the partners, given the different school systems and denominations of various types of certificates.

24) – Marital status

· Data correlation for this question is good.

a) Married = 66.86%.
b) Unmarried = 30.68%.
25) - Children

· About 54.92% of the employees responding to the questionnaire have children.  The two extremes are: 

· Greece = 67.41%

· Germany = 40.%
26) – Number of Children 

· Once again, Greece ups the average:

a) one  = 19.51% .

b) two = 26.33   (Greece = 42.22%).

c) three or more = 8.9%     (Greece = 17.78%).

27) – Children’s ages (check all applicable boxes)

· Given their youth, the Greek employees contribute strongly to the values for choices a) and b), but in the higher children’s age groups they are in the minority. 

a) from 0 to 5 = 23.67%.
b) from 6 to 10 =  21.78%.
c) from 11 to 18 = 12.73%.
d) over 18  = 12.3%.
28) - What position do you hold at your company?
· The most widely represented category, in a sufficiently uniform manner across the sample, is that of the office workers.

a) Office worker = 76.52%.
b) Officer / Executive = 18.18%.
c) Other = 3.6%.
29) – Are you a disabled person ?

On the average, this category accounts for 3.22% of the sample, with double that value in Italy and Germany and half it in Greece. 

Conclusions.

The declared aim for the first phase is to identify the type characteristics of the potential teleworker in the banking sector and to evaluate his/her prior knowledge concerning telework, above all from the point of view of the applicability of telework to the world of banking but also from the technical point of view. 

We will also evaluate expectations and anxieties about this new mode of working. 

Lastly, we will identify needs, understood as the tools that are necessary and indispensable for avoiding that expectations be transformed into anxieties. 

And for this reason we have decided to discuss expectations and needs as a single “package.” 

  When we will have completed  this analysis, and identified the factors that characterize the potential teleworker, we will have identified the basic elements on which to design and build the virtual classroom for offering the best learning environment.. 

This acquired knowledge will permit the interested potential bank-sector teleworkers to take the next step; that is, preparatory training and training exercises making use of a simulation of banking telework. 

We will begin by grouping the questions proposed by the questionnaire according to the areas of pertinence defined above.

Obviously, in this context we will consider the percentages of answers for the total sample; that is, the average response percentage calculated on the responses of all the partners.

Potential Teleworker Type Characteristics 
Response of Sample Population

21) Age’
36-45    years of age

22) Sex
53.6%   men

23) Education
46.97%  high school diploma

24) Marital status
66.86%  married

25) Children
54.92%  yes

26) Number of children
26.33%  two

27) Children’s ages
23.67%   0 – 5 tears of age

28) Current position in company
76.52%   clerical workers

29) Disabled?
95.27%   No

3.22%     Yes

Basic Knowledge of Telework
Response of Sample Population

1) Have you ever heard of telework?
83.71%   Yes

2) How would you define teleworking?
A job activity carried on at home. 

3) Have you ever been offered a teleworking activity? 
93.37%   No

4) If not, would you accept an offer of telework were it proposed to you? 
50.19%   Yes

42.05%   No

5) Do you think to be able for teleworking? 
72.73%   Yes

6) What would you accept in exchange for the possibility to do your job by teleworking?
34.47%  Restructuring of salary

7) Which activities can be teleworked ?
64.96%  Executive

Needs and Expectations
Response of Sample Population

8) Which aspect of telework do you find MOST APPEALING?
63.64% Self-scheduling of working time.

10) Do you feel that teleworking could result in an excessive increase in the workload? 
53.03%   No

14) What would you suggest to avoid the development or increase of discrimination between workers employed at company premises and teleworkers?
57.95% Unequivocal safeguards established though national-level collective bargaining.

15) In your opinion, which of the categories listed below would profit most by teleworking?
48.11% Workers with physical handicaps.
43.75% Workers who live far from their workplace.

16) What benefits could telework offer to disabled people?
76.14% Avoidance of physical obstacles . . .

17) What role should a teleworkers’ union play ?
45.27% Include special career provisions in future contracts.
44.51% Perform constant monitoring . . .

19) Do you feel that the organizational structure of your company is currently ready, or capable, of launching teleworking experiences?
44.13%  No

20) In your opinion, what could most improve a teleworking experience?
56.25% Alternating working days at home with working days at company premises.

Anxieties
Response of Sample Population

9) Which aspects of teleworking do you find LEAST APPEALING?
50.57% Less collaboration with colleagues

49.43% Sense of isolation in the company environment

11) Do you think there is the risk of providing a purely quantitative assessment of teleworkers' performance, and in this case how would you try to avoid it ?
46.78% Yes, I would avoid it through a higher corporate commitment.

12) Do you feel that the introduction of teleworking could increase the differences between workers permanently employed at company premises and teleworkers (in a sense, creating first and second-string workers)?
77.84%  Yes

13) Do you fear telework may jeopardise your professional career?
57.95%  Yes

18) Do you fear telework may promote excessive reliance on third-party service suppliers?
65.53%  Yes

Type characterization of the potential bank-sector teleworker 

The tables show us that our “typical” banking-sector teleworker is a forty-year-old male clerical worker with a high school diploma, married with two children between 0 and 5 years of age.  

Basic knowledge

Our typical potential teleworker has heard enough about telework to know that in general the term refers to a job activity carried on at home; although he has never actually received an offer of telework, he would be willing to consider one. 

As an individual, our potential teleworker would seem to be  quite aware, informed, and determined; in fact, his statements about knowledge of telework seem to be correct and sincere, demonstrating that he has clear basic ideas about the type of job that can be conveniently performed in the telework mode. 

Needs and Expectations

He is convinced that there is no risk he will have to deal with an increased workload and sees as a very positive factor the opportunity to manage his own working time, which among other things would provide a solution to problems of transportation and traffic. 

He would accept all this with good grace, however, only if he feels he is safeguarded by both the union and the company.  Safeguards must come both before the fact, with a suitable contract, but above all after the fact, since as he will not be present at company premises he feels he risks being “forgotten”: the union must therefore guarantee against this risk with a suitable monitoring program. 

This analysis is reinforced by the fact that the preference for not completely severing ties with the company is strongly expressed.  The ideal situation is felt to be having the opportunity to return to the office at intervals, officially for periods of work on the premises or for training.  However, it is highly probable that this perceived need also reflects a more or less conscious fear of being excluded from the mainstream. 

Finally, the fact that the company is seen as not being ready to handle teleworking sets his mind somewhat at ease.  The employee he does not feel anyone is “breathing down his neck”: he thus views the possibility of conversion to telework with serenity, since he feels there is still some time to go. 

Also interesting is the positive way in which relations with disabled workers are perceived; in fact, a great umber of those answering the questionnaire sees telework as something that will simplify their working lives in practical terms rather than in terms of relationships with fellow workers. 

Fears and Anxieties

The major anxiety experienced by our banking teleworker regards parting from fellow workers and from the “home” office

Secondarily, since he feels that the new job mode favors mostly executive work, he fears that his work will be undervalued; in other words, he fears a sort of loss of creativity.

Our subject perceives the consequences of this loss, in order, as probable “declassing” of his work with respect to that carried on by a traditional worker, followed closely by endangerment of his career opportunities, and, last but not least, a probable change for the worse in the way his work is evaluated; that is, on a purely quantitative basis 

Keeping in mind that the scenario that emerges here is that imagined by the respondents to the questionnaire, and that is may or may not reflect the real state of affairs at least insofar as grounding of the anxieties and expectations are concerned, we will now go on to some further considerations.

· The average type characteristics of the potential teleworker are what they are, and do not admit further considerations or comments except to point out the most apparent differences among the different partner countries.  As to age, note that Greece has the youngest employees (20-35), Spain and Italy cover the mid-ground (36-45), and Germany has the oldest employees (46-55).   The extremes of sex distribution are Spain with 70% men and Germany with 30% men.       Greece also holds the record for the most and the youngest children. 

· The declared basic knowledge levels would seem to be adequate, butt this in no way implies familiarity with banking-sector telework.  However, we can interpret the responses as a propensity to accept telework or at least as a lack of an out-of-hand refusal of telework offers. 

We will now attempt to weigh the responses expressing expectations and fears/anxieties to evaluate their respective entities. 

· The expectations are many, and definitely interesting.  The advantages that can derive from self-management of one’s job activity are of interest above all to the younger workers and workers with young children.  The advantages deriving from reduction or elimination of commuting are instead of interest to everyone, and they translate into advantages in terms of economic savings and reduction of stress.  Enhancing these advantages is the fact that in the majority of cases the traditional bank employee works in an urban center. 

· It is reasonable to assume that the expressed fear of estrangement in its various shadings is real, and there therefore emerges a need to identify new initiatives or ways of enhancing existing initiatives, can be adopted in order to balance out this expectation.  The other most widely expressed fear regards the quality rather than the quantity of work.  These fears do not derive from a lack of knowledge on the parts of the single potential teleworkers; we must look for their bases in a broader scenario.  Lacking specific legislation on telework (it would seem that telework, in collective bargaining, tends to be considered as a variation on the theme of work for hire at home), it is only to be expected that anxieties will arise.  Therefore, in designing the virtual classroom mentioned above, one very important consideration will be verifying the state of pertinent legislation; another, providing confirmation of the duties and the roles of the trade unions, in terms both of safeguards and of proposals. 
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