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1. Description of the sample of interviews

1.1
Short profile of the interviewees (professional, personal and familial) and their working situations and organisational contexts.

The 8 interviewed persons (IP) are all working in a capacity – full time or part of the working time – of taking care of customers with postal errands. They do it from different organisational and professional positions – all in the Stockholm area. Four of the IPs works at the Postal Contact Centre – mainly communicating with private customers over the phone or via computer. The four other IPs meet the customer face to face. Two from the Posts own Business Centre with business customers (mainly SMEs), two from a local store of a grocery chain with private customers. Of the interviewees 6 are women and two men. Three are in their early twenties with newly started careers living at home or single with no family responsibilities. Three are between 35 and 45, one single and two married, all with children. Two are over 50, married with relatively grown up children. Of the IPs four has been at their present employer between 1 and 6 years, and the other four (all Post employees) has been more than 20 years.

The restructuring and organisational context is as follows. In the 1990th the postal market was deregulated and competition allowed on distributing letters. At the same time the Swedish Post was made into a state owned limited company.  Opening the postal market for competition has from then on being a slow process, A few private operators has been focusing on the most profitable big city markets (mainly one; City Mail Ltd). The Swedish Post Ltd has at the same time had a general assignment from the state to provide service nation-wide to every household regardless location. 

An important step in the change of the Swedish Post was carried out starting in 2001. The public post offices were shut down and substituted by postal (now business) centres for distribution and customer contacts with business customers and service partners (mainly chains for food supply, gas and convenience stores) for service to private customers. Part of the business idea for the new Post were to focus on logistics and not financial activities and money handling. A couple of years before this the postal giro had been sold to private owners. From 2001 and further on a number of customer oriented actions were taken – on competence development, developing contact centres both for services and sales, developing the web-site mainly for information purposes. 

Driving forces in the development of the restructuring of the Swedish Post in general and in their customer relations specifically has been:

· The de-regulation of the postal market and from that an increased competition, also on packages (not regulated but more interesting due to e-commerce and changing communication patterns)

· Business customers as the most dominant customer both in messages and logistics (90% of the revenue in 2006 was from business customers)

· The ambition to withdraw from the money handling market

· The ICT-development in general and internet in particular leading to less written private mail (substituted by e-mail) and an increase in lighter packages (e-commerce)

· The service obligation to the state to perform a full scale and equal distribution of mail over the country

From 2007 a new organisation of The Swedish Post has been set into place dividing the operations in a mother company (Posten AB) with central functions for economy, personnel, law and strategic planning and four subsidiaries; Message Ltd, Logistics Ltd, Swedish Cashier Service and Strålfors (an earlier bought company in information- logistics). It should be said that some of the new relations established through the internal reorganisation is still to be shaped in detail. 

Organisations in which the IPs has their daily work are

1) In a grocery shop part of the ICA chain of grocery stores – one of the largest grocery chains (1500 stores) in the country – with a general contract with the Post on delivering special letters, parcels and supplying stamps and other postal products.

2) In the Business Centre of the Logistics subsidiary of the Swedish Post which aside of transportation of letters and parcels also have centres for services to business customers – often together with logistic activities such as delivering and sorting Post (face to face)

3) In the Message subsidiary of the Swedish Post and their Contact Centre for service to private customers (telephone and/or e-mail)

The main work organisation in the ICA-store is the traditional for a grocery store – work in cashier and work on the floor (meat department, fruit and vegetables). A so called “pre-store” is established to take care of convenience articles, gambling and as a consequence of the agreement with the Post – postal errands like handing out parcels and special letters, selling stamps and other postal products. Working behind the counter in the pre-store is normally combined with cashier work. For this occupational subgroup customer service is a main task and postal services a part time task.

The Business Centre (BC) is a part of the logistic chain – being a reloading terminal for both company mail and messages to be delivered by mail men. At the same time it is a face to face service to companies. The normal layout for the Business Centre is a logistic, warehouse part and a shop for customer (companies) service. The job in the BC is normally organised for working both in the logistic part (taking deliveries, sorting and marking packages) and in the shop part (taking care of customers). In larger BCs there is a specialisation between the two for some, but not all, employees. Working in the shop is apart from delivering direct services also an assignment to sell products if possible. The two in the occupational group are titled salesmen but divide their work between service and logistics.

The Contact Centre (PCC) has its focus on private customers and is divided into three parts – regular customer service (three teams), service to service partners and complaints. Telephone and/or via computer is the main communication with the customers. For the private customer teams and the service partner team this means being at the telephone 70% of the time. For the complaints group 90% of the work is done through the computer and can be considered more of investigative work than services. Of the interview persons two are from the private customer service and one each from the partner service and complaints.

The occupational group can be divided into three main categories representing the organisations above.  In relation to the customer category 1) and 2) meets the customer face to face while category 3) meets the customer through telephone, e-mail or fax/letters.  From an organisational and professional perspective category 2) and 3) are postal organisations with delivering mail and packages as their main idea while 1) is a private operator where selling food and products close to this as core idea for the business and the profession. Subgroups 1) and 3) are female dominated while group 2) has a relatively equal distribution between the sexes.

In describing the group from different perspectives as follows of the content we will try to high light the differences between the subgroups but also what unites them. We will also try to see what the restructuring has meant for each one of them and the wider group which they represent. It is important to be aware of this small group not being too representative and in this the difficulties in drawing too wide conclusions of the interviews. In our description and analysis we have used information from the organisational case study, which concerned this area. Conclusions being drawn should in respect of this more to be seen as working hypothesis rather than stated facts. 

2. Work biographies, career construction, trajectories

2.1
Career profile(s) in the occupational group (OG) – Characterisation of trajectories –Changes and driving forces.

A common character for the OG is that they have reached their present positions on a rather crooked path. Employment at their present employer has for many of them been preceded by different jobs and shorter periods of unemployment. Many of the jobs before the present employment has been in the service sector – in child care, in shoes- and clothing shops, a bank and as a travel agent, salesman, teacher etc. Many of them have been temporary jobs. Getting the present employment has for most of them been more or less accidental. 

The career inside the company has for the women and mothers been cut off by parental leave periods. These career breaks seem not to have influenced their career possibilities. They have managed to go further on taking on new tasks. Only one of them has had managerial ambitions – not yet come into practice.

Even if many career shifts has been accidental or driven by outside changes the positive attitude and support of their managers has played an important role in taking on new tasks and new steps in the company. For the postal employees the internal career path has been important. The two young men have career ambitions in going further one as salesmen. The older women have been in different parts of the Post organisation before taking on their present position. The internal steps have also been “accidental” and often related to reorganisation or closure of the part they worked in. But they have sought the new positions through their own initatives. “It´s easier to take small steps in the same company.” No one have gone through any redundancy programs. One was getting a replacement to a new job due to a work injury – from cahsier work to the Contact Centre.

The internal development has for some been supported by taking part in training programs (internal post programs  like cashier training). One IP has used the possibility of taking a “free year” and during this taking a course in computer work.

2.2 Characterisation of the organisational contexts – Relations between restructuring and changes in career profile(s) and trajectories.

The different kind of restructions in the organisations the IPs work in has differently affected their careers. 

In ICA the adding of postal tasks has boosted the IPs development. This is also linked to the creation of the pre shops as being somewhat of a contact centre in the shop with variation in the work compared to the cashier work – especially with the postal activities. 

The Business Centre was created to focus on the business market – which is the dominant customer market both in turnover and profits for the Post. In the Business Centre the combination of logistics and services makes it a career move from the mail deliverance work. The title of salesman in the BC implies though more the ambition from management to use the centre as a sales position than a real sales situation. Having to take care of both logistics and customer service makes it more difficult to focus on the selling part of the job.

Building up the Contact Centre in the 90s made it one way of creating career opportunities and alternative employment for cashiers – firstly when the postal bank operations were shut down and secondly when the Post offices were closed in 2000 – 2002. All three IPs from the Contact Centre has come that way – but all on their own initiative. The latest restructuring lead to dividing the Contact Centre in two – one for the private customers and one for the business market. For the IP working with complaints this meant choosing between the two. The Business Contact Centre, were established in the south part of Sweden and in the Logistics susbsidiary, so in reality this was not a choice. The complaints errands from business customers were often more complicated and challenging so this change meant that one part of the more development tasks were relocated.

The organising of the Contact Centre has lead to an informal career path between the different parts. The private customer service is regarded as the starting point with the most intense work. From this you can move on either to the partner service which is more of a system “help desk” or to the complaints group with its more investigative work.

2.3 Influence of institutional arrangements and policies on the nature and evolution of career profile(s) and trajectories.

The IPs themselves do not recognise any direct or important institutional effects on their careers. There have been some indirect influences. For the male respondent in the Contact Centre he could see an indirect effect in him as a man getting the job in that the CC is a female dominated work place. 

For others in the Post the way in which the restructuring has been arranged has indirectly influenced their changes in work. This was especially evident in the last reorganisation. Some specific positions were appointed based on competence while most jobs were being appointed by the principal on employment time.

2.4 Gender dimensions of the career profile(s) and trajectories.

The OG is a female dominated group. For many of the women their career and job choices have been in a high degree decided by their role in the household and the family. Working hours which supports taking care of the children have been important factors in their decisions. They have also had a number of career breaks taking care of small children. 

In ICA it is important to realise that the work place – the shop – in itself is rather gender segregated. Cashiers (and through that work in the preshop) are women dominated and the job on the shop floor is more male dominated. All managers (in our case) are men. 

2.5 Diversity dimensions of the career profile(s) and trajectories (ethnicity dimensions).

All the IPs are native born Swedes which makes it difficult to form any opinion on ethnicity.

3. Changes in occupational identity

3.1
Characterisation of the occupational identity 

The OG is in many ways not an occupational homogenous group, being in different positions and organisations. The common denominators are:

· Working with postal matters full or part time

· The service and people orientation – getting recognition and satisfaction from fulfilling the demand of customers and with a work situation built on fairly high independence in solving the tasks

· Being in a occupation with low thresholds with low demands on formal education and in this also comparatively low salaries

No one of the respondents defines themselves belonging to a specific occupation. When asked on cohesion and solidarity the team is mentioned, but at the same time the team work is not that evident in neither of the organisations. The work in itself is rather independent. The driving forces and the essence of the job is the customer relation – keeping the customer satisfied: “I’m satisfied when I have succeeded in turning an angry customer to a satisfied one”

3.2 Changes in occupational identity (nature of changes, concerned workers, explicative factors)

Being an ICA-worker does not seem so evident by the ICA – employees, which probably are linked to a traditional higher mobility in ICA than in the Post. In ICA there are identified subgroups – the cashiers on the one hand (female dominated) and the “floor-workers” (male-dominated). Those with postal tasks define themselves as part of the cashier group.  Through these new tasks, of another kind than the traditional cashier work, is also linked to the organisational change of the prestore. You can assume a slowly changing identity, from being more of a grocery salesman to one of being more generally service oriented. As one of the ICA employees responds: “Getting the Postal tasks has changed my work in a fundamental way, taking care of the postal errands is a completely new kind of work compared to the work at the cashier.”
In the Post on the other hand there is a strong Postal tradition and identity to the Post. Life long employment has been common in the Post over the years. This is changing through the restructuring, closures of post offices, outsourcing of banking and financing as well as private customer services, and with this also the strong identification among the employees. Some of the respondents have this background of long life employment. And even the newly employed sees a future in the Post, being a large organisation. 

3.3 Gender aspects 

You could see a difference between womens’ and mens’ perception of their work. For the women the focus is more on the customer service side, while the men defines themselves as salesmen and see a career in this. The womens’ perception of their job is not really a career in the aspect of advancement through training and promotion. Development tasks are interesting and stimulating in themselves – not for getting promotion.

4. Quality of work

4.1
Relations between restructuring organisations and working conditions for this OG – Changes occurred and their evaluation.

The work is basically independent in the framework of the work situation which in itself is regulated by being in the cashier or prestore (ICA), at the shop or in the logistic part (Business Centre) or at the telephone and/or by the computer (Call Centre). The face to face services (ICA and BC) have fewer colleagues for direct support while the teams in the Contact Centre (together with the team leaders) are always possible to use when difficult questions arise.

Opinions from the ICA employees show a development of the quality of work by getting the postal tasks.

The Business Centre must be considered as the most vulnerable and turbulent organisation. The many reorganisations and the double work of being logistics workers and service workers seem to have damaged the quality in their work. 

The Contact Centre has in large developed in a more evolutionary way. New tasks have brought in on a contingency basis –like complaints and service partner support. At the same time working hours have been shortened due to less customer demand on long opening hours.

As earlier said the OG is a low wage group. The monthly salary is on average between 1900 and 2100 euros. In ICA the wages are fixed according to collective agreement with a small personal part related to responsibility.
 In the Post the wages are more individually related and are also linked to earlier positions.

There have not been any dramatic changes of the wages due to the restructuring. The changes in the wage structures are more related to a general development towards more individually based salaries.

4.2 Management of working time for this OG – Current situation, trends, expectations.

All of the respondents work on schedules due to customer adapted opening hours – days, evenings and weekends at the store, in the Post 0700 – 1900 (2200 for the service partner support group) weekdays and shorter hours on Saturdays (1000-1400). In the Contact Centre the “worst hours” (evenings and Saturdays) are taken by the temporary agents. There is a general view from the respondents that the employees have a fairly good influence on their schedules – in the framework of what is possible. The time and place regulations are more fixed at the working place – when to sit by the telephone, when to be at the prestore and if not always see to that you have a replacement.

“We have a relatively high freedom in deciding when to work, but when at work there is no flexibility.”

An exception is mentioned from the Contact Centre: “Compared to the time I worked in the Post Office we are less vulnerable here – there is always the possibility of replacements – if you get sick or take care of a sick child”.

4.3 Gender dimensions of the approach of working conditions in this OG.

The respondents give no general indications on gender differences in the working conditions. What is important to see is, as earlier commented, the appreciation from especially the women on administrating the working hours, making it more suitable to combine work with family responsibility (which is many of the female respondents’ situation).

5. Learning and skills development

5.1
Changes in skills requirement for this OG (upskilling / deskilling processes, nature of skills and competences) 

There are two general areas where skill requirements has increased for this group, regardless organisation and that is on ICT and to some extent service and sales competences. Information on the postal products and the logistics is stored in the IT-systems - SAP and PABLO (a logistic information system). To know these systems is crucial to handle the services and give information concerning them – either you work in the ICA-store, the Business Centre or giving service at the Contact Centre. For the ICA employees getting to learn both the products and the linked IT-system is totally new competencies needed. The Post has taken a lot of responsibilities naturally in training and getting the useful IT –support.

On general the IT-support has had some problems during the implementation. Both SAP and PABLO have been developed and is now considered by the respondents as very useful. 

In the Post there has during the whole restructuring been a focus on improving sales and sales competence all over the organisation. This has been most evident in the organisation that is oriented towards the business market where the great potential is. In 2006 the Post declared it as a “sales year” with different campaigns on raising the awareness of sales. 2007 has in the same way been declared as the “customer year”.

5.2
Management of learning and skills changes for this OG (learning opportunities, formal training…).

There is a general development witnessed from both ICA and the Post on the management of learning and that is a transformation of the responsibilities from the employer and the organisation to the individual. The employee is in much higher degree today responsible for his own competence development. For all the respondents this is manifested by more and more e-based learning. Information on products, processes and procedures is being supplied through the net and in the IT-system. Especially the ICA-employees have gotten much training in being able to handle the new tasks – the products, how to handle them and the supportive IT-system

General training has been given on SAP and PABLO, but after that the employees are expected to get the contingency training on their own, with the support of the system. In the Contact Centre for instance everyone has 15 minutes every day to read on new products or take care of other updating activities.

Important ways are also learning from colleagues. In the Contact Centre this learning is mainly through the teams – face to face. In the Business Centre, being in the middle of the logistic flow, also other contacts through the computer or telephone are important learning opportunities. In ICA the support from the Contact Centre functions as a learning centre.

In the Post the transfer of responsibilities for competence development towards the employees has perceived somewhat differently from the respondents. “The net training is very much oriented on facts and routines; to be honest it’s all about making it simple and cheap.” These respondents lack more in-depth training – managerial skills, business skills etc. On the other hand other respondents are confident in that if they need training they can get it through talking to their manager. 

The level of in depth training becomes in this system to a high degree dependent on the employees initiative and/or the management prioritising competence development.

5.3
Gender dimensions in the changes in skills requirement for this OG (trends in the recognition of formal / informal skills)

There is no obvious gender dimension in the skill formation for this OG, at least not visible through the respondents.  

6. Work-life balance

6.1
Family friendly policies for this OG – Existence, access and interest.

Neither of the organisations has any specific policies in making it easier to combine work and family responsibilities. On taking care of smaller children, some of the IPs mention the right to go down to an 80% working time when having children under 12 years of age (a right given by law). In ICA the policies are more informal and local and flexibility is dependent of the good will of the local manager (changing schedules etc). One IP in the Contact Centre remarks that the sheer size of the centre makes it easier to take time off (being sick, taking care of sick children etc) – there are always the possibilities of getting replacements.

In the Post there are ongoing activities trying to bring down sick-related absent, which has been a major problem for the organisation over the last years. Some of the activities are of a preventive nature – supporting the employees general health. Special health supporters are being trained in every unit. These activities, if successful, could also support leading an active private and family life. Two IPs mention these measures but remarks at the same time that they, at least not yet, have had any significance on their own part.

For some of the respondents the work in itself has been considered more family friendly. These are women who also have stated that they have the responsibility for the family and the upbringing of children. In choosing between other jobs the Postal services has been easier to combine.

6.2
Relations between work and family for this OG – Difficulties, opportunities, changing boundaries. 

The respondents are dominated by women. Of the six women 4 have children at home. With two exceptions, they have the major responsibility or the household and the family. They are more or less dissatisfied with the balance between work and family. There are different reasons behind their dissatisfaction. One is the work itself and the schedules that is leading to being too tired or too late (evening schedules) to take care of the home situation. The down sizing over the last years and the more intense work by that is considered to be one of the reasons. 

Another one is the non-flexible working hours which make it more difficult to get from work for special needs for the children – parental meetings at school for instance.

Yet another factor spilling over from work to the family situation has the restructuring itself caused. The uncertainties and anxieties created by the ongoing reorganisation in the Postal services have not been secluded to the job but also influenced the family.

Strategies to improve the situation are from some of the respondents a shorter working time in general, but above all not having to work on the evening shift. One IP mentions that a supportive manager has been important for her to manage the balance problem.

6.3
Gender dimensions of the relation work/family for this OG.

Family responsibilities seem from this limited group be a female responsibility. Perceptions of the work conditions and their occupational identity and career choices are in much influenced by this division of responsibilities. It is also to be noted that the two men are young, single and for these obvious reasons with limited family responsibilities.

7. Conclusions

7.1
Basic characteristic of the case study.

This occupational group is not a very cohesive group in terms of joint training, educational background and formal competence demands. They are neither bound together by the same employer and employment conditions. They are organised in different unions. You can see this group as an emerging occupational group in the service sector – bound together by being a part of a postal or logistic chain and in this be the front versus the customers. Some of them meet the customer face to face and in this are in the tradition of commercial workers. Those in the Contact Centre have of course a strong link to, and in one way is a part of, another newly emerged group defined as call centre workers. The call centre workers are defined by the technology (IT/telephone), the organisation (centre) and the means of communication (call). It is by choosing the postal restructuring perspective and its customer relations aspects we have found and defined this group.

The work demands that brings them together is their involvement in the postal process but more to that the customer service perspective. Being at the service to customers means not just the personal service qualities – social competence and the will to solve people’s problems but also being at the disposal at the customers at the times that they need. Internet based services (24 hours service) is slowly changing this, but still it means working hours other than office hours.

In the Postal case you can also see the IT-system as an important common factor defining the conditions of the group – using the same IT-system and being trained through these systems. 

7.2
Global evaluation of the relation between restructuring, work organisation and quality of life for this OG.

The group is influenced by the restructuring in different ways. In terms of “winners and losers”, the ICA employees seem to be winners and the Business Centre employees mostly on the losing side. 

The latter is also confirmed in our organisational case study. The Business Centre has the most difficult situation in combining logistic works and demands for service as well as sales. The organisational structure has been difficult to get efficient in order to adjust both to the customer structure (business location) and the different assignments (logistics, service and sales). In the new organisation the Business Centre is a part of the Logistic Company – responsible for all logistics but also for the business customer relations. It is still in the midst of finding its best profile for these assignments.

ICA employees as winners are related to the development possibilities in the postal services.

The Contact Centre has over the years established its operations as an in-house centre for customer service. The last restructuring has, for our respondents, meant a focus on private customer relations. This has in one way lead to a more limited scope. Earlier on the Contact Centre took care of sales and telemarketing for the business customers. Business customer relations (services and sales) are now built up elsewhere – in the logistic company. It is too early to say how this will change the work and identities in the Contact Centre. It is fair to assume that the number of employees in the Centre will decrease over the years to come – the private customers being less important economically, the use of the internet and more competent partners.

7.3
National / regional institutional characteristics that shape the changes observed for this OG and their evaluation.

When looking at an OG involved in customer service it is important to realise a lengthy development of customer focus among Swedish companies, driven by an increased global competition and deregulation of internal markets (such as the postal market). The deregulation of the postal market is in this a crucial prerequisite for the shaping of this occupational group, but also the privatisation of the postal financial services. Without it we would probably not have seen this restructuring at least not the speed in which it has been driven.

7.4 Importance of the case study results for the WORKS research questions.

Changes in work organisation based on restructuring in the value chain

Looking 10 or 15 years back and defining this group as a Postal service group we can see dramatic changes of the Postal restructuring. The group now includes private commercial employees and call centre operators. The customer focus has shifted, from “citizens” to private customers on the one hand and business on the other. The out-sourcing of the private customer service to different private operators is in this crucial as is the focus on sales and services to the business customers. The interaction with the customer now takes place in many ways and through different channels and means of communication. The group still can be identified as one, but performing the service from different employers (Private companies and the Post), different locations (the private store, the Business Centre, the Call centre) and through different kinds of interaction/channels (face-to-face, telephone and the net).

Defining this occupational group is now a multi-media, multi-employer but customer-focused group. The work organisation differs and is not something that holds the group together. Instead ICT-systems become more important – as the joint tool and the joint way of learning.

Changes in use of knowledge and skills and different ways of achieving flexibility

Even if this group works in different parts of the Postal value-chain there is of course a great interest from the Post as owner of the operations to secure competence in every part of the chain – regardless if the services are performed in ICA, in the Logistic Ltd or in the Message Ltd. There is a common brand for the operations and a basic logistic system which generates the income for the parties concerned. 

Each employer is responsible for defining the competence demands for his “part” of the occupational group. At the same time the Post, in order to secure the operations and guard its brand, needs to formulate competence needs as well as be of support in the competence development. There are a number of transactions between the operators in the chain where this is or can be defined. The way in which the Post does this defines in many ways the terms and conditions of the knowledge acquisition for this group. The Post has chosen the IT-system as one important part in this – not just for operational reasons but also for service reasons (information on products etc). The Service partner “help desk” at the Contact Centre is in this aspect also a part of the learning infrastructure, as is the salesmen at the Post.

Parallel to this there is the development towards moving the initiative for competence development from the employer to the individual for taking own competence development initiatives. By supplying training programmes on the net and information leaflets this can be supported. This not only puts a pressure on the employee to be more aware of where and how to get training but it also increases the demands on the “first line managers” to be as well supportive and activating towards  their co-workers .

Changes in the use of time and occupational identities and implications for the quality of life of individuals

The individuals in this occupational group has all to cope with opening hours and time schedules that is not regular office hours – which are the basis for schools, child care and social life in general. Dealing with working hours and schedules are one of the things that are linked with the balance between work and family. On the other hand many of them have chosen this occupation as a way of being able to keep focus on their private life – the upbringing of children etc. The important thing is that the fixed schedules of this work also mean an advantage in the work not imposing directly in your private life – you can’t take your customers at home. It works both ways. There are though those who still see problems, but that seems more to be connected to the rising intensity of work due to down sizing etc.

8. Key data questionnaires

	Personal information

	Name/Code
	IP1

	Gender
	Female

	Age
	35

	Ethnic origin (native, migrant …)
	Native

	Family status
	Married

	Responsibilities in the family/support (short description)
	takes full responsibility for the family and household

	Children (number, age)
	One child, 13 years

	Skill profile and trajectory

	Skills profile (degrees, set of skills…)
	Upper secondary school, (trade and office work).

	Job history (changes, perspectives, experience of unemployment)
	Work in a clothing shop, in kindergarten, entrepreneur and salesman. Started at the present company in 1999 and have no plans in leaving.

	Current job

	Type of organisation (name and short description)
	Local store in a big Swedish food-supply-chain. 

	Present job (job title, position, perspectives)
	Head of a team of cashiers and head of the postal services.

	Short description of tasks (changes due to restructuring)
	Ordinary cashier tasks and due to restructuring, postal services such as handling parcels, selling stamps and hand out registered letters.

	Working hours
	37.5 hours/week. Daytime and every other weekend

	Access to training (formal and informal)
	Training through the Swedish Post and the internal training program in the IT-system (e-learning). 

	Experience of restructuring (main changes in personal job situation)
	Have two different jobs, as cashier and with the postal services. It has given her more job-rotation, and the opportunity to learn new things. 


	Personal information

	Name/Code
	IP2

	Gender
	Female

	Age
	20

	Ethnic origin (native, migrant …)
	Native

	Family status
	Lives with her father and brother

	Responsibilities in the family/support (short description)
	has very little responsibility for the family and household

	Children (number, age)
	0

	Skill profile and trajectory

	Skills profile (degrees, set of skills…)
	Upper secondary school, (Life/Science).

	Job history (changes, perspectives, experience of unemployment)
	Part-time unemployed for six months. Part-time work with packing lettuce, work in a shoe-shop and as a baby-sitter. Started at the present company in November 2006 and is going to study medicine at the university this fall.

	Current job

	Type of organisation (name and short description)
	Local store in a big Swedish food-supply-chain. 

	Present job (job title, position, perspectives)
	Cashier and work with the postal services.

	Short description of tasks (changes due to restructuring)
	Ordinary cashier tasks and due to restructuring, postal services such as handling parcels, selling stamps and hand out registered letters.

	Working hours
	35 hours/week. Daytime and every other weekend

	Access to training (formal and informal)
	Training through the Swedish Post and by learning-by-doing, in every-day work. 

	Experience of restructuring (main changes in personal job situation)
	R2 thinks that having the Postal-service tasks has improved her quality of work.


	Personal information

	Name/Code
	IP3

	Gender
	Male

	Age
	20

	Ethnic origin (native, migrant …)
	Native

	Family status
	Single, lives at home with his parents

	Responsibilities in the family/support (short description)
	Very little responsibility for the household-work

	Children (number, age)
	0

	Skill profile and trajectory

	Skills profile (degrees, set of skills…)
	Upper secondary school (media)

	Job history (changes, perspectives, experience of unemployment)
	Started his working life at the present company after completed studies 2006.  

	Current job

	Type of organisation (name and short description)
	Swedish Post Ltd,/Logistics

	Present job (job title, position, perspectives)
	Salesman at the business centre

	Short description of tasks (changes due to restructuring)
	Postal services to local companies, sorting and registration of packages for further distribution through partners (local stores). 

	Working hours
	40 hours/week, daytime. Eight hours/day between 06.45-19.30.

	Access to training (formal and informal)
	Interactive learning through the intranet, learning-by-doing in everyday work.

	Experience of restructuring (main changes in personal job situation)
	He hasn’t experienced any restructuring, he is recently employed.


	Personal information

	Name/Code
	IP4

	Gender
	Female

	Age
	44

	Ethnic origin (native, migrant …)
	Native

	Family status
	Single parent

	Responsibilities in the family/support (short description)
	Takes care of  her children every other week 

	Children (number, age)
	Three children, 13, 15, 17 years old.

	Skill profile and trajectory

	Skills profile (degrees, set of skills…)
	Upper secondary school (Language), course in computer knowledge.

	Job history (changes, perspectives, experience of unemployment)
	Has worked as gymnastics instructor, tour leader, assistant cook, child-keeper. In 1987, started as mailman at the Swedish Post. She started as salesman at the business centre in 2006. 

	Current job

	Type of organisation (name and short description)
	Swedish Post Ltd/Logistics

	Present job (job title, position, perspectives)
	Salesman at the Business centre.

	Short description of tasks (changes due to restructuring)
	Postal services to local companies, sorting and registration of packages for further distribution through partners.

	Working hours
	40 h/week. (6.30-14.30 or 11.30-19.30)

	Access to training (formal and informal)
	Interactive learning through the intranet, learning-by-doing in everyday work.

	Experience of restructuring (main changes in personal job situation)
	The main change has been that the Swedish Post has done several restructions the past ten years. She thinks that the organisation has become too tight and that the managers have too much to do and hasn’t got time to care about the employees.


	Personal information

	Name/Code
	IP5

	Gender
	Female

	Age
	59

	Ethnic origin (native, migrant …)
	Native

	Family status
	Married

	Responsibilities in the family/support (short description)
	IP shares the responsibility with her husband.

	Children (number, age)
	No children at home (two adult daughters)

	Skill profile and trajectory

	Skills profile (degrees, set of skills…)
	Upper secondary school (Trade, office). Swedish Post cashier education, one year.

	Job history (changes, perspectives, experience of unemployment)
	Two years of secretary-work. At home mother for 12 years. She worked at a day nursery for seven years before starting to work at the Post in 1987.

	Current job

	Type of organisation (name and short description)
	Swedish Post Ltd /Messages

	Present job (job title, position, perspectives)
	Customer  adviser at the Partner-support at the Contact Centre

	Short description of tasks (changes due to restructuring)
	Support the Partner organisation through telephone and e-mail. Answer questions regarding the support system, and Postal errands. Educate new employees.

	Working hours
	40 h/week. 8 h/day between 6.45-20.15

	Access to training (formal and informal)
	New routines and products through the intranet. New systems by the internal trainers.

	Experience of restructuring (main changes in personal job situation)
	The whole unit is a new unit that was created because of the restructuring regarding the new service partner organisation. She had to learn a new ICT support system.


	Personal information

	Name/Code
	IP6

	Gender
	Male

	Age
	23

	Ethnic origin (native, migrant …)
	Native

	Family status
	Single

	Responsibilities in the family/support (short description)
	Living single in a small apartment

	Children (number, age)
	0

	Skill profile and trajectory

	Skills profile (degrees, set of skills…)
	Upper Secondary Technical School.

	Job history (changes, perspectives, experience of unemployment)
	Started out carrying mail on summer holidays. After exam employed as mailman. Started at the contact centre with long tem ambition becoming a salesman.

	Current job

	Type of organisation 
	Swedish Post Ltd /Messages

	Present job (job title, position, perspectives)
	Customer advisor at one of the private groups at the Contact Centre, 

	Short description of tasks (changes due to restructuring)
	Traditional customer support to private person on postal matters

	Working hours
	39 1/2 h/week scheduled.

	Access to training (formal and informal)
	Informal through colleagues, co-listening. Will get some sales training through a positive manager. Formal training through the web site and product leaflets, 15 minutes a day for reading/informing

	Experience of restructuring (main changes in personal job situation)
	New on the job (10 months) and has not recognised any specific changes due to the restructuring. What influences his job is mainly what happens with the products.


	Personal information

	Name/Code
	IP7

	Gender
	Female

	Age
	42

	Ethnic origin (native, migrant …)
	Native

	Family status
	Married,

	Responsibilities in the family/support (short description)
	Takes care of children every second week (ex husband the other week) Husband shopping and cooking, IP laundering, Both cleaning. Odd occasions using a grandmother for support

	Children (number, age)
	three children in earlier marriage – 7, 13 and 16

	Skill profile and trajectory

	Skills profile (degrees, set of skills…)
	Upper Secondary School, Examined Postal Cashier (internal)

	Job history (changes, perspectives, experience of unemployment)
	Summer jobs during USS at the postal giro. Internal cashier training, Cashier between 85 – 2001. Parental leaves.  To PCC after restructuring and closing of Post office. Has had temporary position as coach.

	Current job

	Type of organisation 
	Swedish Post Ltd /Messages

	Present job (job title, position, perspectives)
	Customer advisor at the Contact Centre 

	Short description of tasks (changes due to restructuring)
	Taking care of customers’ questions on postal errands via the telephone but also mail and fax.

	Working hours
	39 1/2 h/week (terms of employment) 

	Access to training (formal and informal)
	Training is each individuals own responsibility. 15 minutes a day is set a side. Learning from colleagues if necessary. Can’t get training in depth and for refreshment

	Experience of restructuring (main changes in personal job situation)


	Changes in the teams, increasing number of temporary agents, shortened opening hours


	Personal information

	Name/Code
	IP8

	Gender
	Female

	Age
	53

	Ethnic origin (native, migrant …)
	Native

	Family status
	Married

	Responsibilities in the family/support (short description)
	Responsible for the home and family with support by the children

	Children (number, age)
	4 – 13, 21, 25 and 31 (not living at home)

	Skill profile and trajectory

	Skills profile 
	Upper secondary school, folk high school,  internal postal and banking training

	Job history (changes, perspectives, experience of unemployment)
	IP8 started as Trainee after folk high school went into postal banking. Applied for the Contact Centre job after closure of postal bank, Parental leave in between. Started as a general customer adviser and is now errand advisor

	Current job

	Type of organisation 
	Swedish Post Ltd /Messages

	Present job (job title, position, perspectives)
	Errand advisor at the Contact Centre

	Short description of tasks (changes due to restructuring)
	Takes care of customer complaints - .lost mail, packages, cash on delivery etc and investigates them.

	Working hours
	39 ½  h/week (terms of employment) 

	Access to training (formal and informal)
	Is well oriented, expresses no special needs. Can discuss it with the team leader. No special training – would have needed it for the new organisation

	Experience of restructuring (main changes in personal job situation)
	The most important breaking up the formerly joint group for private and business – separating the two and now with the ambition to specialise on specific errands but just for one customer group (private9-  
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� 	The “free year” was a Danish inspired model introduced by the former government where employees could take a one year “time out” with unemployment benefits if they at the same time could arrange a job for a long term unemployed. 


� 	The Act on Employment Security stipulates that employees should be laid off in the order of their time in the company on the principal – last in/first out. This principal can be negotiated by local partners.


� 	During the negotiations for a new collective agreement in the commercial sector the commercial union managed to get relatively more than other groups at the labour market based on being a low waged and women dominated group. When explaining the results the chairman of the Union of Commercial Employees explained that it was important to realise the development of work for his members, among other things taking care of postal errands.





