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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

Nine interviews were conducted in the ICT branch. The interviewees vary on household situation, professional profile and employment position, education level, gender and various other dimensions. As concerns the employment position, one of the respondents is continuously detached by his employer at client organisation sites. Another respondent is a programmer who works at a department of a large mobile telephone company that is currently in the process of being outsourced. The others work in-house.

The education background of the respondents differs strongly. Only two interviewees have informatics degrees. The others have degrees varying from economics at higher professional education level, psychology and physiotherapy. One respondent mentioned to have entered as much as five study programmes in technical subjects, but to have finished neither one.

As concerns the professional profile, interviewees differ in the extent that non-technical, non-ICT competencies are required for their work. All mention the importance of social skills, required to be able to understand the problem of the customer. In line with what one may expect, these skills are more important at management levels than at programmer levels.

While programmers had to integrate social skills in their competencies, for this group also technical skills at higher analytical levels are increasingly required. This is related to the outsourcing of lower-level technical tasks that occurs in the branch. Some of the respondents mention that their companies do not support the skill formation required to come up to these increased demands.

One of the respondents was female. She appears to have a specifically female professional profile. Her work strongly centres on substantial issues. This particular respondent is an expert on municipal administrative requirements and she works not so much as an ICT-expert, but instead as an intermediary between an ICT-provider and municipal governments.

Most of the respondents are married and have children. All respondents, including the female respondent, are the main breadwinner in their households. One respondent is single, one respondent is divorced. His children live with his ex-wife.

[INTRO. All respondents are involved in and affected by restructuring processes. Respondent ICT-1 works in detachment at a regional unit of the national taxation office. His formal employer is a programme developer company. This respondent started working at the detachment company because of important changes in the company he worked for before that led to increased insecurity for ICT workers. He, as many others in ICT in that period, started working for a detachment company. Next to this, his current detachment at the national tax officie in itself is the result of outsourcing decisions made by the tax administration. A comparable impact of restructuring goes for the respondent ICT-2. He worked at the ICT shop of a university. He started there during his studies and because this shop also offered end user support and the respondent was involved in the buying department he increased his knowledge of various applications and hardware. This shop is closed, which caused that he had to change jobs.  Since he is particularly strong in the field of technical knowledge, he now works for the internal support department of a company that builds physically and digitally secure data services. Respondent ICT-3 works for a university faculty’s internal IT support and development department. The employees currently working at this department have in recent years repeatedly been shifted between organisational units and functions. The fourth respondent (ICT-4) has worked for a relatively long period (18 years) for the Dutch Central Bureau of Statistics (CBS). He changed jobs, because he was redundant at the CBS and shifted to a telephone company. This company is planning to outsource its IT department. Respondent ICT-5 works for a company to which municipal government IT operations are being outsourced. He works as a system developer and expert client support official. He is affected by restructuring processes as a provider of the required services. Respondent ICT-6 is as a IT company manager involved in the outsourcing of work to India. The seventh respondent (ICT-7), comparable to respondent 5, works in the sales department of a company that provides IT services for organisations in the municipal and the care sector. Respondent ICT-8 works for the same company as respondent 5. She however does not work as a system developer, but as a strategic and account manager. In this function she – together with the purchaser municipalities – in a way designs municipal IT restructuring processes.

The restructuring processes all respondents are involved in can be characterised as processes of outsourcing. Although this element is alike for all respondents, their position vis-à-vis the outsourcing process is not alike. Some, notably respondents ICT-1, ICT-5 and ICT-8, are members of a provider organisation: an organisation that provides the services other organization have outsourced. The same goes for ICT-3, although his outsourced unit remained part of the larger organization. Others are members of the organisation that is currently outsourcing some of its work. In a different manner, a distinction can be made between employees involved in developing, planning and/or structuring an outsourcing relation (respondents ICT-6 and ICT-8) and employees working in an environment that changes because of decisions that mostly remain beyond their control.

A more generalised discussion of the impact of restructuring processes in the IT occupation upon the respondents’ professional and career profile is given in section 2.2. The impact of restructuring upon various other factors is discussed in other sections (sections 3.3, 4.1, 5.1), while an overall evaluation is given in section 7.2.]

The key data questionnaire was filled out for each interviewee and is annexed to the case study report.

Work biographies, career construction, trajectories
1.2 Career profile(s) in the occupational group (OG) – Characterisation of trajectories – Changes and driving forces.

Employees mention that they increasingly need to acquire new technical knowledge and that they need to keep a relatively broad, generalised professional profile. The strong specialisation in specific languages and programming modes seem to disappear, to the benefit of this broader profile. This has to do with an increasing trend of outsourcing of technical work. This trend has two important implications for required professional profiles. In the first place, a trend towards outsourcing leads to decreased employment security. Therefore, employees need to be able to come up to skill requirements of a relatively broad range of employers.

Respondent ICT-1: ‘People need to learn now: twenty years with a single boss is nice, but twenty years of work is nicer. So, that is what it is all about, nowadays. In the ICT this currently is a very strong tendency. But in other disciplines, it’s the same thing.’

In the second place, the outsourcing movement itself increases the importance of generalised skills (cf. Estevez-Abe, 2001). Client organisations hire these skills, because they lack the required knowledge. The companies that take up the outsourced work need to be able to translate their own specialised knowledge into a broad range of market demands.

Respondent ICT-4: ‘Companies are not hired, because they are cheaper, but because they have specialised knowledge on this subject.’

In this context, strong specialisation of technical skills, without a strong personal development on generalised skills would limit ICT-workers’ market value.

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

The importance of generalised skills, vis-à-vis specialised technical knowledge and skills is partially mirrored in company recruitment strategies and as such reinforces the generalisation of skills that seems to occur in the branch. Companies recruit increasingly on the basis of work experience instead of formal training.

Respondent ICT-6: ‘I think that work experience and knowledge, your CV, that this matters importantly. I think that this is more important than the grades you got twenty years ago. I don’t even know where mine are.’

This is not the full, picture, however. If at times specific knowledge or skills are required, school leavers and relatively inexperienced workers with a specific training are hired. A differentiated development seems to occur, where on the one hand companies hire employees with generalised, social, management and communication skills. These employees often coincidentally got into the ICT-branch. On the other hand, companies at times hire strongly specialised workers. For the latter group, this leads to a deterioration of their job opportunities. In the case company restructuring processes, the labour position of primarily these employees is worsened.

Respondent ICT-2: ‘My opportunities outside the company I already know are of course more limited. I work now with what I know and what people know of me.’

[1. Generally speaking, we see a strong tendency towards the outsourcing of IT work. These restructuring tendencies affect IT workers career profiles. Outsourcing and the growing importance of generalized skills that goes along with it changes the recruitment criteria employers apply as well as the development of skills by the employee over the duration of his or her career. This is strongly visible in the case of respondent ICT-8, who works as a manager, involved in the development, planning and structuring of out. She started work in the 1980s as a programmer in a company that worked for municipal and other governments. She was recruited because of her specific IT skills (developed in post-graduation courses taken because she could not find employment in her own field, social work). Recurrent organizational shifts, however, caused that she more and more needed to rely on her social interactive skills and on the knowledge on the functioning of the public sector developed in her original studies. The further development of her career was characterized by a continuous effort to combine both IT and social interactive skills that were applied in a career as an intermediary between her own IT company and purchaser municipal government organizations.

The growing importance of generalised skills is however not limited to employees managing outsourcing processes. Also respondents (notably ICT-1, ICT-3 and ICT5) working as ICT-employees inside outsourcing companies report that, because they are working in an environment different from their ‘own’, they need to be able to translate technical knowledge and information into information, employees at the side of the purchasing company can understand. Respondent ICT-5, e.g. works as a programme developer for a company that provides database systems to municipal governments. Part of his job description is to offer expert customer support. Respondent ICT-1 is detached at a regional office of the national tax administration. He needs to continuously fine-tune his work to the work of internal employees. ICT-3 works as a IT support and development official at a university in a unit that has been organisationally separated from the faculty he was employed by previously. The task of this department is the adjustment of education application to the requirements of the university, which can be seen as a primarily technical issue. Next to this task, however, respondent ICT-3 shares responsibility with his department colleagues to have the developed applications accepted by the faculty members and to support end users. This requires a strong capacity to translate technical knowledge into information that is of practical use for the educating staff.

The extent employees can come up to such changing skill requirements determines their career profile. Where the development of social interactive skills is not so strong, employees tend to come working in the more isolated, organizationally segregated, IT departments of companies. This is the case for respondent 2. At a previous employer, this employee had strongly developed his technical, IT-related knowledge and skills. When the department he worked in closed down, respondent 2 shifted jobs. He now works in the internal support and sales department of a data integrity and security firm. It seems that the range of options for shifting tasks of employees that concentrate on technical skills is relatively limited.]

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

The number of organised workers in the ICT branch is relatively low. Related to that, a relatively large number of ICT-companies is not covered by a collective labour agreement. This implies that labour union involvement in the case of company restructuring is a difficult issue. This may contribute to the overall job insecurity in the branch. Legal regulations prescribe that companies of over 50 employees have established a Works Council. This naturally contributes to worker involvement in company decision-making is guaranteed for larger companies. This regulation does not cover smaller companies, however. This is especially relevant for start-up companies. Furthermore, also the larger ICT-companies at times make effort to evade legal regulations, as recently became known of the ICT-company owned by the Dutch Assistant-Secretary of the Treasury (Volkskrant, 15 May 2007). These conditions stand in the way of employees’ opportunities to control and plan their career trajectories, as is also exemplified by the lack of training opportunities that some of the companies in the branch show (see section 5). Furthermore, one of the respondents, who works for a detachment company, does not have access to a company pension arrangement. This is typical for the smaller companies in the sector (SER, [2001]). This respondent builds an individual pension to cover for the income at old age, but this is considerably more expensive than participation in a collective pension fund (Bannink and De Vroom, 2007).

1.5 Gender dimensions of the career profile(s) and trajectories; diversity dimensions 

There was only a single female in the sample of respondents. This is in accordance with the gender structure of the sector, which is strongly dominated by males. Generally, a moderate number of females works in jobs with strong non-technical components. This includes the staff functions in ICT organisation (HRM, for instance) but also account management. The female respondent in our study is a typical example. She entered the ICT company she works in from previous employment in the municipal government sector. She is not so much employed in the ICT-company because of her strong ICT-technical skills, but instead because of her insight in the municipal government sector and because of her social and communicative skills, required for account management.

Changes in occupational identity
1.6 Characterisation of the occupational identity for this OG

Currently, the occupation more and more understands itself as one in which technical and social skills are combined. No longer can employees centre on technical, ICT-related tasks alone. Instead, ICT-employees encounter clients and this has become an integral element of their tasks.

Respondent ICT-1: ‘Some time ago, tasks were of a technical nature; your primary concern is the computer itself and not so much the people that swarm around it, so to speak. Now, in the heart of the matter, the computer is of no importance, but instead the people for whom the computer is used.’

This change is favoured by those employees who see themselves as socially skilled. It is less valued by employees with a primarily technical interest.

An important characteristic of the occupation is furthermore, the high external flexibility of labour in the sector. Related to this is the understanding of ICT-workers that they are pseudo self-employed and that they have a strong personal, individual responsibility for skill formation. While the job security of ICT-workers is relatively low, the employment security is much higher.

Respondent ICT-1: ‘As I see it, the world right now is that one is dependent from ICT and this is important for all aspects of daily life. So I’m not afraid of it [decreasing labour demand].’

ICT-workers seem to derive a self-image characterised by relatively high autonomy as concerns labour hours and work-life balance from flexibility and pseudo self-employment. They state that their preparedness to maintain their skills – also after working hours – enables them to engage themselves in private matters during working time or take extra time off when private matters require this.

Respondent  ICT-7: ‘I do not hassle about things, working over time, doing things at home or during the break. But on the other hand, if there is something going on and you need to do something else for an hour or so, than the employer does not hassle about that either.’

1.7 Changes in occupational identity 

The occupation has since the 1980s changed strongly from an occupation that allows employees ample room for pioneering to an occupation that has come under pressure of various employee management and financial control mechanisms. In the developing ICT-sector, technical staff were highly autonomous. They were mostly employed at the organisations they actually worked in and their ICT-tasks developed from substantial tasks they fulfilled in these companies. Because of their particular interest in ICT-issues, they were allowed to invent and develop ICT-solutions for various issues.

More and more, however, the ICT-tasks developed into integrated organisational units, more or less detached from the other units in organisations. This development of growing detachment was reinforced when organisations started to outsource their ICT-tasks and hire ICT-expertise from specialised ICT-companies.

This has important implications for the occupational identity. ICT-workers seem to experience a rather strong pressure from their companies to perform and show performance. This is reinforced by the pressures client companies invoke upon ICT-provider companies. While this on the one hand indicates a decline of autonomy, ICT-professionals seem to positively value this development, because on the other hand it underscores their pseudo self-employed status.

1.8 Relations between restructuring and changes in occupational identity for this OG

The mentioned developments go along with a significant deterioration of the social protection of employees. While previously, ICT-workers were part of larger firms and covered by the relevant collective labour agreement and social protection arrangements, more and more ICT-companies exist as autonomous organisations. Pension coverage and coverage by collective labour agreements in the ICT-sector is relatively low (SER, [2001]). As such, the deterioration of social protection is strongly related to the outsourcing of ICT-work.

Respondent ICT-1: ‘ICT is one of the worst organised disciplines. So, everything is arranged on an individual basis. One negotiates about oneself and not collectively or together with colleagues. It is more in search of conflict. Money is all that is concerned. The one wants to keep it; the other wants to get it. So, there is always conflict. [...] It is all individually arranged. The labour union does not have a stronghold.’

[2. In general, IT employees are less and less employed by the companies they provide their services for. This is related to a general tendency towards the outsourcing of IT work. This affects IT workers’ skill requirements (also discussed in section 5.1), while also the employment position of IT workers changes. Instead of being employed by the purchaser companies, IT workers are formally employed by specialised IT companies who place these workers in detachment at service purchasing organisations. This is the case for respondents 1, 3, 4, 5, 7 and 8. Mostly, this results from restructuring processes at the part of the purchaser company. The result of this is that most IT workers find themselves working in a position not so much inside, but instead in between different organisations. This on the one side increases strains with respect to their employment position, while on the other most respondents report that they actually prefer their relatively autonomous position above the more stable, but less independent, position of ‘normal’ employees. IT-professionals seem to positively value this development, because it underscores their pseudo self-employed status.]

Quality of work

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

[3. Clear relation to restructuring already present.] Overall, there is a strong restructuring tendency and restructuring leads to increasing working pressure. Working pressure is increased because of two reasons. In the first place, employees need to invest strongly in the maintenance of their skills and competencies because job security is low. Employment security is supported by strong and identifiable skills and competencies. In a market where job security is low, employers are not willing to support the investments in employee skills, while at the same time, these skills are of ample importance for employees’ future employment.

Respondents ICT-1: ‘In the 1990s, you saw that with older workers, who perished, because they did not jump the train in time.’ Interviewer: ‘So, is there a connection between skills maintenance and work security?’ Respondent ICT-1: ‘Yes, the former reinforces the latter.’

In the second place, the outsourcing of work leads to decreased work autonomy, because a company is hired, or an employee detached to fulfill specified requirements.

Respondent ICT-1: ‘If you are intern in an organisation [detached], then you have a specified place, you have specified tasks, a specified function. And this function causes that you can only move within certain limits.’

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

Employees have a strong say in working time management. While there is continuous performance pressure, this does not affect working time management.

Respondent ICT-2: ‘In the contract, it is stated: you work 40 hours per week.’ Interviewer: ‘And not when?’ Respondent ICT-2: ‘And not when. You arrive somewhere between half past eight and nine o’clock and you leave around half past five and if you come a bit later, you stay a little longer.’

A high level of autonomy in relation to time is also visible in the case of respondent ICT-1. Interviewer: ‘Is there any control on working hours?’ Respondent ICT-1: ‘No. there is large autonomy as concerns time. There is indirect control on the performance of a project. The performance can be measured, so you assume that you can do the work in a specified amount of time and when the work is done, you assume that the one who sits there has done it.’

Remarkable is that a number of the respondents mention that working overtime is discouraged. The detached worker (ICT-1) states that overtime is considered unnecessary by the hiring company. Another respondent (ICT-6) mentions that overtime hours are not paid. Although there is considerable pressure upon workers to perform, it seems that employers are reluctant to some extent to make too strong time demands on workers. At the same time, also employees see the importance of a relatively moderate time investment.

Respondent ICT-5: ‘In the past, I just worked more, structurally more, because I just took the work home, I did work in the weekends and I considered myself, because of strong involvement in the company, on the job for 24 hours per day, seven days per week. Well, this was very providential of me then, but at the same time I discovered that it does not contribute to the benefits of the organisation; that you need a good work-life balance in your life.’

The ICT sector, although job security is low and pressures upon employees are strong, seems a sector that allows a relatively high level of autonomy to employees as concerns their working time. From the interviews, the image arises of agreement between employers and workers on their status as pseudo self-employed workers. This yields risks – for both employees and employers – while at the same time it offers both employers and employees flexibility. Employees seem to value the freedom and the status of ‘self-made men.’

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

The large majority of the sample of respondents is male. All respondents are primary breadwinner in their households. The experienced freedom and values working time flexibility may well be considered supported by a home situation where care duties are taken care of. This is exemplified by respondent ICT-6:

‘Yes and no. Generally, I can find a balance between work and private life. This is a situation my wife and I accept. I think that one of the essential things is that if your partner understands why you do it and what you do, then it all goes more easily. If I have to work over time than you actually ask your wife to be able to see you less.’

The same respondent is manager in an ICT-company and he argues that companies need to facilitate the division of tasks between the primary breadwinner and the partner who is responsible for the care duties at home. The requirements made upon employees are as such explicitly related to the requirements that are actually made upon the partner. The gendered division of tasks in the household is reinforced by the requirements made upon workers in the male dominated ICT-sector.

Respondent ICT-6: ‘A project is transferred to an employee who is responsible for it. And then this person gets rather busy. But you always have your personal freedom. There are always lost hours in between that you can use to compensate. You can be very busy, but in every busy week there are two to three dead hours. Try and arrange it in such way, that you say to your partner, tomorrow we go and do something nice together. [...] Otherwise you have to flatten it out [at home] between half past five and eight. Then you have lost one and a half hours. That is a pity. You can prevent that through time management. And then you get a much better result in the company.’

Learning and skills development
1.12 Changes in skills requirement for this OG – Explicative factors and evaluation.

Changing skill requirements for work in the ICT-sector are related to the overall development in the direction of organisational separation of ICT-units or even the outsourcing of ICT-work. Customers have higher expectations as concerns the functionality of applications, because of the increased possibilities. More and more, as respondents report, ICT-workers need to be able to transfer their knowledge to users and to guarantee that the ICT-products that are provided can indeed be used in the process. Cooperation with the customer and with partner provider companies in bigger projects is more and more part of the work, nowadays.

Respondent ICT-4: ‘One starts cooperation by communicating with the customer. Identifying what the problem is and working in a project group. Then you get communication lines in these projects, accounting to the project leader and participating in bigger projects, tuning the work with other programmers. ’

Next to this, the nature of the technical work appears to be changing too.  Because the simpler programming tasks are being outsourced, the emphasis of the technical work is more on ‘thinking’ than on ‘code writing’ (respondent ICT-4). Specialist, technical knowledge is in sourced if necessary, support functions, including code writing, the ‘middle part’  (respondent ICT-4) of the work, are outsourced. Only the start and the end, including ‘thinking’ (development of application requirements) and testing of the outsourced work remains part of the work.

Another reason for the changing nature of also the technical work is that programming tools demand less technical skills and have more possibilities. Because of this, customers express higher demands and this has implications for the work. Respondent ICT-4: ‘You can compare it to the older and newer versions of MS Word. In the older versions, one could basically only write some letters. The new version can do much more. They expect that now and you experience that in the work.’

[4. In all respondents’ organizations, we see restructuring processes leading to the organizational separation of IT work. Partly, this is related to the increasing complexity of IT applications and hardware. Organisations seem no longer able to provide for their IT requirements themselves and outsource specialised IT functions. In other cases, the relatively simple tasks are outsourced, because specialised IT services can provide these tasks at lower costs. We see both these restructuring processes among the respondents in our study. These affect their skill requirements.

Respondent ICT-8 and ICT-6 work as managers, structuring outsourcing processes. Respondent ICT-8 works in a company that provides specialised applications and services to municipal governments. In itself, the nature of the work of these employees is strongly affected by this tendency of outsourcing specialised functions. As a result of this, employees at provider companies need to be able to combine strong technical knowledge with social interactive skills. After all, the outsourcing of highly specialised functions requires the continuous coordination of work by the purchasing and providing company. Actually, this is not so different for the less complex tasks that are being outsourced on the basis of cost considerations. Respondent 6, who is as a manager involved in outsourcing processes to India, emphasises the continuous need to communicate with the Indian service provider. This is necessary in order to adjust Dutch managerial practices to Indian work practices, e.g. in relation to salaries, additional performance premiums, manager-employee relations. Furthermore, continuous interaction on the substantial service is required. For the company respondent 8 works for, this was the primary reason not to outsource their simpler tasks to provider companies in low wage countries. So, also in the case of outsourcing relatively simple IT tasks, communicative and managerial functions gain importance. The growing importance of communication and the accompanying increase of social skill requirements is also mentioned by the other respondents. This is directly related to the organisational changes taking place. Organisational differentiation (organising different business functions in different, in this case external, organisational units) requires a stronger focus on the integration of tasks (acquired by the increased emphasis upon the social skills of IT workers).

The growing importance of generalised skills is however not limited to employees managing outsourcing processes. Also respondents primarily employed as ICT-workers inside outsourcing companies report that they need to be able to translate technical knowledge and information into practical information and that they need to be able to translate practical requirements made by the purchasing company into ICT-solutions (see also section 2.2). Respondent ICT-5, e.g. works as a programme developer for a company that provides database systems to municipal governments. Part of his job description is to offer expert customer support and to propose application adjustments that come up to purchaser demands (within the limits set by the technical framework of the provided applications). Respondent ICT-1 is detached at a regional office of the national tax administration. He needs to continuously fine-tune his work to the work of internal employees. ICT-3 works as a IT support and development official at a university in a unit that has been organisationally separated from the faculty he was employed by previously. The task of this department is the adjustment of education application to the requirements of the university, which can be seen as a primarily technical issue. Next to this task, however, respondent ICT-3 shares responsibility with his department colleagues to have the developed applications accepted by the faculty members and to support end users. This requires a strong capacity to translate technical knowledge into information that is of practical use for the educating staff.]

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

Although skill requirements increase and change, learning opportunities are relatively limitedly developed. Costs for training are often considered unnecessary. Training is often only allowed if the budget allows it at the close of the year.  This is most pronounced where workers in detachment are considered.

Respondent ICT-1: ‘The work agency (detachment service) leans back and makes money.’

A number of respondents (ICT-1; ICT-4) mention that they need to express their wishes as concerns training opportunities themselves. The initiative for training and competency development is located at the level of the individual employee. The employers seems rather unwilling to award requests for training.

Respondent ICT-4: ‘No, you are not forced. You made your own POP [personal development plan] and you try to maintain that. But in larger organisations, training is allowed only if the budget allows it at the closing of the year. In the individual work agreement, it is allowed that you do training or study, but often the company looks very critically to an application for a training. Especially in the case that budgets are exceeded at the end of the year. Training for functions critical to the company is mostly allowed, but if maintaining your general ICT knowledge and skills is included in that is unclear. You need to negotiate with your managers on these issues; often very difficult.’

Free training is offered by ICT-companies. Often, these companies offer training programmes to individual ICT-employees on the applications these companies offer. These training programmes may be considered marketing tools.

The image sketched here is corroborated by a respondent who functions as a manager (ICT-6). He argues that employees are recruited on the basis of their capacities. Further training is allowed on an individual basis and develops on the job.

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

Since the larger part of employees in the sector are male, we did not get a strong picture of gendered differences in relation to training opportunities. The single female respondent (ICT-8) has gotten ample training opportunities and had a strongly upward career from 1996 onwards. Her children were at high school at the time, so that the intensity of care duties had already decreased. She does emphasise that a strong commitment to the work is required and that she is expected to also be accessible during private time: ‘I brought my cell phone to the Four Days Marches’ (respondent ICT-8).

Work-life balance
1.15 Family friendly policies for this OG – Existence, access and interest.

The image that arises is that the work is highly demanding as concerns time investment, the individual responsibility for the maintenance of skills and competencies, job insecurity, while the work is the same time highly flexible and jobs offer high levels of autonomy. Although family friendly provisions are not well developed, most respondents mention that their working hours are highly flexible and that this flexibility offers adequate opportunities to come up to private duties.

At the same time, however, all respondents are the breadwinners in their families. Their partners have smaller jobs or no job at all. This seems to put the previous argument in perspective. This points to the idea that although work is highly flexible, it is all in all too demanding to combine it with a family in which private duties are equally shared. The high requirements in the ICT-sector are bought at a price: a job in ICT does not allow workers to share household duties.

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

The rather demanding hours can be made, because employees have families that are able to take care of private arrangements. As respondents ICT-6 argues: ‘on the one hand, I have a good balance between work and private life. On the other hand, I don’t. that I make a lot of hours is accepted by my wife.’

The balance between work and private life is considered a personal, individual responsibility. Employees need to make explicit choices while using the flexible working time that working in ICT allows them in order to maintain the balance between work and family.

Respondent ICT-5: ‘I make about forty hours per week. This is compensated over a number of weeks. I consider work for a project as ‘work’ and looking into ICT-stuff generally I consider as ‘private.’ Since I live with my girlfriend and we have our own house, I no longer work with computers for 16 hours  per day. This ‘private’ work is now more limited.’

Respondent ICT-6, is a manager and he argues that the company has a responsibility to allow employees to combine work and private life, while on the other hand the employee is responsible for taking this opportunity (see also section 4.3).

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

As stated, the work in the ICT-branch is highly demanding, while at the same time highly flexible. Employees experience this as a work structure that supports the combination of work and private life. However, this image is put in perspective when considered is that all respondents are breadwinners in their families and that their partners have part-time jobs or are not formally employed. As also discussed in section 4.3, the requirements made upon workers in the male dominated ICT-sector are possible because of the gendered division of tasks in the household.

2 Conclusions

2.1 Basic characteristic of the case study.

The ICT-branch is a highly flexible branch, in which employees are subject to high demands as concerns time investment, technical and social skills and personal responsibility for skill maintenance and the work-life balance. High flexibility and high demands seem to form a trade off. Workers are expected to actually deliver what is needed to have projects succeed, while at the same time, they are allowed to autonomously plan their work and working hours, provided that the delivery is indeed made. This is supported by a regulatory context that is not well developed. A relatively large number of companies are not covered by collective labour agreements, pensions are often the responsibility of the individual, working hours are not regulated, etc.

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

The highly demanding nature of the work is reinforced by the outsourcing of work that is more and more normal in the branch. This makes that companies are required to be able to deliver in time, to show how their work contributes to customer goals and the communicate extensively on the substantial content and requirements of the assignments. These requirements made upon companies are transferred to employees. More and more, their work consists of communicating with others (both customer organisational actors and partner organisations in project teams), while the technical aspects of the tasks also become more demanding, because the relatively simple tasks are currently being outsourced. This development is not supported by reinforced employer investments in training. This remains the primary responsibility of the individual employee.

[5. Generally speaking, we see a strong tendency towards the outsourcing of IT work. The impacts of this tendency are twofold. In the first place, we see a strongly increasing importance of social interactive skills for the occupational group, next IT-related technical skills. This has to do with the development that IT workers more and more come to function as intermediaries between IT-services provider firms and the organisations purchasing these services, applications and/or hardware. This occurs not only at strategic and account management level (e.g. respondent ICT-6 an ICT-8), but also at product development and customer support level (e.g. respondent ICT-5).  In the second place, the organisational segregation of ICT-work that results from outsourcing causes employees in this occupational group to fall in between organisations. As a result, they come to see themselves as virtually self-employed and highly autonomous workers who are not primarily associated to an employer, but instead work for themselves.] Employees appear to like this pseudo self-employed status, possibly because it provides status and autonomy. They share the idea that skill maintenance is their own responsibility as well as the idea that the highly flexible working hours allow them to combine work and private life. This latter perception ICT-employees have, however, seems to underestimate somewhat that this hinges on the fact that most employees are breadwinners and have partners at home who fulfil private duties.

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

The impact of the institutional context for employees in this branch is important in that respect that regulations are less well developed than in other branches. Collective labour agreements do often not exist, training opportunities are not regulated, job security is low and working time flexibility is high. It is in this context that the work conditions of employees are formed. Employees are recruited on the basis of their direct market value and undergo the danger of being dismissed if they do not come up to their requirements. This job insecurity is matched by strong experienced work security. Most employees in the sample think that, although their job may be insecure, they will be able to find new work in the branch on the basis of their skills and capacities. It seems, all in all, that the high flexibility in the branch is positively valued by employees. Another contextual factor is important in this respect: ICT-employees are capable of working in this highly flexible branch, because they function as breadwinners, with part-time working or not employed partners.

2.4 Importance of the case study results for the WORKS research questions

The case study results are of major importance when the WORKS research questions are considered. We see that the requirements made upon employees are changing because of the changes in the value chains ICT-companies are part of. Increased social skill requirements along with increased, but changed technical requirements are strongly related to the outsourcing of ICT-work and the changing nature of technical knowledge in the sector.

What is interesting, is that the outsourcing of work on an organisational level is replicated to some extent at the level of the individual employee. More and more, ICT-employee function as pseudo self-employed workers, who have their own responsibility as concerns the maintenance of skills and competencies and the balance between work and private life.

Key data questionnaire
	Personal Information
	

	Name/Code
	Respondent ICT-1

	Gender
	M

	Age
	49

	Ethnic origin (native, migrant …)
	Dutch

	Family status
	Married

	Responsibilities in the family/support (short description)
	Breadwinner

	Children (number, age)
	3 (16, 20, 21)

	Skill profile and trajectory

	Skills profile (degrees, set of skills…)
	Autodidact in IT, supplemented with several IT-courses

	Job history (changes, perspectives, experience of unemployment)
	Started as an operator in a hospital; moved to temporary IT-agencies and became detached at several firms, currently at the Dutch Inland Revenue; jobs developed from operating tasks to system design

	Current job

	Type of organisation (name and short description)
	The Dutch Tax Collection Authority 

	Present job (job title, position, perspectives)
	IT-system designer, detached by an temporary work agency for IT-jobs

	Short description of tasks (changes due to restructuring)
	Increasingly, tasks focus on organisational aspects of system design (instead of merely technical dimension of software development); however, due to the detachment construction, respondent is not experiencing these shifts as a burden; instead, he is actively seeking new challenges every two or three years. 

	Working hours
	38

	Access to training (formal and informal)
	Respondent has to ask the employment agency for training facilities; only if this is considered necessary for a particular job, facilities are provided. Skill development is an individual responsibility.

	Experience of restructuring (main changes in personal job situation)
	Thus far, moving from job to job has been a strategy to avoid eventual drawbacks of restructuring. However, this goes at the cost of social security, particularly in the area of pension. Next to that, ageing implies that it becomes more problematic to maintain the personal  skills.


	Personal information

	Name/Code
	Respondent ICT-2

	Gender
	Male

	Age
	37

	Ethnic origin (native, migrant …)
	Dutch

	Family status
	Single

	Responsibilities in the family/support (short description)
	Breadwinner

	Children (number, age)
	-

	Skill profile and trajectory

	Skills profile (degrees, set of skills…)
	Unfinished professional masters in physics and informatics; additional courses in IT (network management; webhosting). Currently, respondent takes IT-courses at the Open University, on a pert-time basis.  

	Job history (changes, perspectives, experience of unemployment)
	As a student, respondent worked for a University IT-shop, first part-time later full time. Next, as a network specialist he became purchaser of hardware systems (including glass fibre connections), and moved to current employer

	Current job

	Type of organisation (name and short description)
	Virtu , a webhosting provider, with special expertise in secure webhosting

	Present job (job title, position, perspectives)
	Purchasing hardware systems, especially based on glass fibre technologies

	Short description of tasks (changes due to restructuring)
	Just started new position; is a rapidly growing business; however lost former job (at an IT-shop) due to restructuring of IT-services at the University. For the time being, however, respondent believes that IT-experience and skills still provide a ‘ticket to work’. But theoretical training becomes more important. 

	Working hours
	38

	Access to training (formal and informal)
	Employer pays for training if this is in the interest of the firm, for instance in the area of ISO-certificates. University courses are a personal responsibility.  

	Experience of restructuring (main changes in personal job situation)
	Restructuring in former job induced move to another IT-job. 


	Personal information

	Name/Code
	Respondent ICT-3

	Gender
	M

	Age
	47

	Ethnic origin (native, migrant …)
	Dutch

	Family status
	Divorced

	Responsibilities in the family/support (short description)
	Financial and emotional responsibilities for children

	Children (number, age)
	2 (12, 20)

	Skill profile and trajectory

	Skills profile (degrees, set of skills…)
	Vocational training in computer skills, upgraded with some special IT-courses (software engineering) on professional master level.  

	Job history (changes, perspectives, experience of unemployment)
	Started as a computer operator in 1980 at a company that fabricates military systems. Switched after six years to the University of Twente, to a job in IT-system maintenance. In 2004 promotion to webmaster involved in  creating and supporting digital learning environments. 

	Current job

	Type of organisation (name and short description)
	University of Twente

	Present job (job title, position, perspectives)
	Design and support of digital learning environments

	Short description of tasks (changes due to restructuring)
	Recent trend is that all IT-activities become centralised in a shared service centre; tasks of respondent, however, are still located on faculty level; respondent believes that his specialised knowledge on digital learning environments will ensure a relatively autonomous work position 

	Working hours
	38

	Access to training (formal and informal)
	Further training in IT-skills is an absolute must, but is considered an individual responsibility. However, the employer does facilitate training and education, on the basis of central rules for personal development  

	Experience of restructuring (main changes in personal job situation)
	The introduction of a shared service centre for IT-activities may involve a certain risk, as it creates several opportunities for outsourcing. However, the respondent believes that he is in a strong position, due to his specialised knowledge of  the field (digital learning) and of the organisational demands at this point. 


	Personal information

	Name/Code
	Respondent ICT-4

	Gender
	M

	Age
	50

	Ethnic origin (native, migrant …)
	Dutch

	Family status
	Married

	Responsibilities in the family/support (short description)
	Breadwinner

	Children (number, age)
	3 (16, 18, 21)

	Skill profile and trajectory

	Skills profile (degrees, set of skills…)
	Unfinished master Mathematics

	Job history (changes, perspectives, experience of unemployment)
	Worked for 16 years as a programmer at the Dutch Foundation General Bureau of Statistics (automation of data collection and analysis), followed by a two years job as a teacher in software engineering; afterwards half a year of unemployment and then in 2001 transfer to current job.

	Current job

	Type of organisation (name and short description)
	Vodafone, telecom service provider

	Present job (job title, position, perspectives)
	IT-programmer (software engineer)

	Short description of tasks (changes due to restructuring)
	Currently, Vodafone is outsourcing all IT-activities to the IT-firm EDS. According to respondent this will lead to decreasing job security, also given his age. IT-knowledge is subject to rapid developments and the younger generation of programmers has a much better theoretical basis. 

	Working hours
	38

	Access to training (formal and informal)
	Training is seen as a personal responsibility, although the company always provides the means (time and money) if the training is considered crucial to the firm. Respondent is member of the Dutch professional association of software engineers, which organises workshops on a regular basis. However, respondent believes that he is unable to stay up-to date, given the high pace of knowledge developments.  

	Experience of restructuring (main changes in personal job situation)
	Thus far, a career in software engineering was possible without a strong theoretical background, due to the enormous growth in IT-activities. This, however, is rapidly changing, partly due to the emergence of outsourcing practises to cheaper and more specialised IT firms (partly abroad). Respondent feels his labour market position has become highly vulnerable. 


	Personal information

	Name/Code
	Respondent ICT-5

	Gender
	M

	Age
	25

	Ethnic origin (native, migrant …)
	Dutch

	Family status
	Living together

	Responsibilities in the family/support (short description)
	Breadwinner

	Children (number, age)
	-

	Skill profile and trajectory

	Skills profile (degrees, set of skills…)
	Higher professional education degree in Business Informatics (2001)

Additional training (Oracle)

	Job history (changes, perspectives, experience of unemployment)
	After graduation detached at Centric, after one year detachment permanently employed at Centric

	Current job

	Type of organisation (name and short description)
	Centric, ICT-provider for municipal governments.

	Present job (job title, position, perspectives)
	Software developer. This position is one of a highly skilled employee in the primary process. He aims at developing into a software architect, which involves leading a team of developers working on a larger application. He does not want to develop in the direction of functionaries (account managers) who have extensive customer contacts.

	Short description of tasks (changes due to restructuring)
	Respondent works a tester, developer and second line helpdesk employee.

	Working hours
	Forty hours per week, normal business hours. He can flexibly adjust his working hours. He used to work at home often, but since he shares his household, he limited this.

	Access to training (formal and informal)
	Respondent mentions that skill maintenance is to be done during private hours. Training opportunities do exist, but it is difficult to claim them. Centric does not have an R&D-department, which makes the development of new knowledge more difficult. Management do arrange courses, but often too late, respondent argues, because these courses appear unable to keep up with the speed of technical developments.

	Experience of restructuring (main changes in personal job situation)
	Respondent works for an organisation that covers outsourced functions for municipal governments. As such, respondent’s work is a direct outcome of restructuring processes. Within Centric, business restructuring has not touched him.


	Personal information

	Name/Code
	Respondent ICT-6

	Gender
	M

	Age
	62

	Ethnic origin (native, migrant …)
	Dutch

	Family status
	Married

	Responsibilities in the family/support (short description)
	Breadwinner

	Children (number, age)
	2 (27, 34)

	Skill profile and trajectory

	Skills profile (degrees, set of skills…)
	University masters in psychology and mathematics; courses in management

	Job history (changes, perspectives, experience of unemployment)
	Started in the automotive industry, then turbulent job history, mainly due to critical events in personal life. Serious car accident at the age of 30 caused temporal disability; in that period  academic education and career were developed; from the academic world a re-entrance to business was undertaken in various managerial jobs.  

	Current job

	Type of organisation (name and short description)
	Centron, delivery of IT systems and consultancy

	Present job (job title, position, perspectives)
	General Director IT Firm

	Short description of tasks (changes due to restructuring)
	Respondent is responsible for final results. Increasingly, this is dependent on successful outsourcing projects (to India, but also to about 15 other countries). This requires new skills (in the firm) with respect to culture, international law, etceteras

	Working hours
	40 (and much more in practise, also due to frequent travelling abroad)

	Access to training (formal and informal)
	In principle ample opportunities for training, but respondent is not interested anymore due to his age;  

	Experience of restructuring (main changes in personal job situation)
	Giving shape to restructuring processes is part of the job of respondent; respondent believes his large experience as a managing director contributes to a strong personal labour market position (he still has ambitions to manage a hospital or a large garage, for instance). Does not want to stop working at age 65, does not believe in biological age.


	Personal information

	Name/Code
	Respondent ICT-7

	Gender
	M

	Age
	44

	Ethnic origin (native, migrant …)
	Dutch

	Family status
	Married

	Responsibilities in the family/support (short description)
	Breadwinner

	Children (number, age)
	2 (12 and 15)

	Skill profile and trajectory

	Skills profile (degrees, set of skills…)
	Professional master business economics

	Job history (changes, perspectives, experience of unemployment)
	From account manager to responsible manager for sales

	Current job

	Type of organisation (name and short description)
	Cosmo; delivery of IT hardware and software with an emphasis on additional consultancy and training

	Present job (job title, position, perspectives)
	Commercial director (sales)

	Short description of tasks (changes due to restructuring)
	Since 1984 a shift in emphasis, from ‘just selling’ to training and organisational support. 

	Working hours
	40 (contractual), 50 in practise

	Access to training (formal and informal)
	Knowledge of new IT-developments is vital and therefore training, courses etceteras are organised on a regular basis, two times a month; ample access to incidental seminars and workshops. 

	Experience of restructuring (main changes in personal job situation)


	Permanent growth of sales;  More emphasis on quantitative targets, and results, increasing work pressures. 


	Personal information

	Name/Code
	Resondent ICT-8

	Gender
	F

	Age
	49

	Ethnic origin (native, migrant …)
	Dutch

	Family status
	Married

	Responsibilities in the family/support (short description)
	Breadwinner

	Children (number, age)
	Adult children, not living at home

	Skill profile and trajectory

	Skills profile (degrees, set of skills…)
	Respondent was trained as a social psychologist, graduated in 1984.

Unable to find work, she entered a training trajectory at WANG (hardware and software producer), in which various, non-technical areas were covered, of which marketing was the most important.

	Job history (changes, perspectives, experience of unemployment)
	She started at WANG in 1984. WANG had trouble. She shifted to Samsom datasystems in 1986, where she worked as an intermediary between the company and municipal government customers. The department was bought by CapGemini in 1991. Because the labour conditions were worse than before, she transferred to K+V van Alphen (software developer in the same field) in 1992. This company was bought by Cramers in 1998 and again by Centric in the same year.

Respondent suffered from job insecurity repeatedly, at the instances of the various take overs. However, she never actually lost her job and made a career in account management in the sub-field of datasystems for municipal governments. Her second job (Samsom in 1986) already had these components. Already her first job had account management components, however not in the particular sub-field.

	Current job

	Type of organisation (name and short description)
	Centric, provider of ICT-applications for municipal governments.

	Present job (job title, position, perspectives)
	Strategic and account manager

	Short description of tasks (changes due to restructuring)
	As an account manager, she functions as an intermediary between the company and individual customer municipalities. As a strategic manager, she develops new functions and applications on the basis of the aggregated knowledge on the individual customers. Development is not technical, but in terms of application requirements.

	Working hours
	About fifty hours per week. These hours are flexible. She is expected to be available at free hours. She manages her own hours and compensates for working time taken during private hours.

	Access to training (formal and informal)
	Training opportunities are limited. Training occurs on the job.

	Experience of restructuring (main changes in personal job situation)
	Respondent works for an organisation that covers outsourced functions for municipal governments. As such, respondent’s work is a direct outcome of restructuring processes. What is more, being an account and strategic manager, this respondent actually designs these outsourcing decisions, together with the customer organisations.

During her own working life, she experienced numerous restructuring instances. Although this led to experienced work insecurity, respondent was able to make a career that shows a rather consistent development.
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