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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 national network of the Hungarian INTERMED  is a governmental institution and was created in 1991 with the aim to manage high level of unemployment. This institutional building up was carried out within an extremely short period of time. In the first year of the INTERMED (1991) the number of employees varied between 500 – 600 and within two years it increased by tenfold. Similarly, the number of unemployed – i.e. the most important client of the INTERMED – also increased significantly (see Appendix 1). However, in the past 16 years the labour market situation in Hungary has changed a lot: high-level unemployment rate begun to decrease from the middle of the 1990s and has been almost continuously decreasing since then (see Appendix 1!). These changes resulted in a need to reorganise the work organisation and to implement a quality-orientated service model. The reorganisation has been carried within the framework of the so-called ‘Modernisation Project’ (hereafter: MP). It has been launched in 2002 with the support of PHARE and with the cooperation of Swedish and Danish labour experts. The core aim of the MP was to create a nationwide, integrated system of local labour market offices characterised by high quality services (improved client orientation) delivered for both individual job seekers and employers.

One of the most important elements of the MP was the introduction of the so-called ‘self-service model’ that means the development of the ICT infrastructure involving not only investments in the hardware equipment but also digitising and linking as much information as possible
. The introduction of the self-service model can be seen as a kind of task delegation from the INTERMED staff to the customers involving such low value-added but time consuming functions as data processing: writing and posting CVs to the internet, job seeking in the INTERMED national database or other forms information gathering. A comprehensive transformation and renewal of the ICT infrastructure which serves as a primary support for both the clients and the employees of the INTERMED was also carried out. These changes increased the flexibility of the INTERMED and made the intermediary service faster.


Figure 1: The organisational structure of the INTERMED

[image: image2.png]Ministry of Social Affairs and Lahour National Board of Lahour Market Fund

, l

INTERMED

National INTERMED Office

l ]

Regional Training Centres (9) County-level INTERMED Offices (20)

Local INTERMED Ofiices (173)





The organisation of the INTERMED is built up in a hierarchical way and that reflects the model of bureaucratic-hierarchical co-ordination. The organisation of the INTERMED is directly governed by the Ministry of Social Affairs and Employment and indirectly by the National Board of Labour Market Fund. The latter institution decides annually how much money can be spent (globally, i.e. at national, aggregate level) for the different services offered by the INTERMED. The operative management of the INTERMED is supervised by the National Employment Office governing the county-level Labour Market Centres (there are 20 counties in Hungary) and 9 regional training centres. One county-level labour market centre is responsible for the operation of 8-9 local labour market offices (in total, there is 173 such local labour market offices and it is worth noting that these constitute the primary unit of investigation in our case study). The financial resources provided by the Labour Market Fund (LMF)
 is distributed between the 20 county-level labour market centres and then further divided to the local labour market offices.

The core aim of this case study is to provide a brief overview about the characteristics of the front office employees’ work within the Hungarian INTERMED. In doing so we concentrated the occupational group (OG) of the ‘job intermediaries’, or as it is shortly called within the INTERMED, ‘intermediaries’. Their tasks are to register the job seekers and to provide job and/or training opportunities to them. 

During the field work the Hungarian research team visited 4 local labour offices in 3 different Hungarian towns: two are located in the different districts of Budapest, the other (Szeged) is located in a large university city in the South Great Plain Region and the third one (Dunaújváros) is in a small industrial town situated 60km from Budapest. These offices differ from each other in terms of number of employees, number and characteristics of clients, and both the social and economic environment. 9 semi-structured in-depth interviews were made with the employees of the labour offices (8 of them was female whilst 1 male). After finalising the filed-work carried out in the local labour market office, another two stakeholder interviews were carried out, one with local secretary of the trade union (Q County Labour Centre), while the other one with the HR manager of a county labour centre (P County Labour Centre). In compiling the case study we have also used the experiences gained from the organisational case study carried out in the INTERMED
. 
1.2 The key data questionnaire will be filled in for each interviewee and annexed to the case study report.

2. Work biographies, career construction, trajectories

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

As we indicated in the earlier section the INTERMED was created in the first half of the 1990s, right after the collapse of the sate socialist political and economic regime, in order to manage the unemployment that had been reached a two-digit level within an extremely short period of time. In line with the creation of the labour market organisation the new profession of the ‘job intermediaries’ has been created. The first employees were recruited partly from the professionals of the former public administration and partly from the pool of the high-educated unemployed people (teachers, engineers, etc.). It means that the original staff of the INTERMED has heterogeneous professional background. 

The organisation of the INTERMED is built up on the principle of hierarchical coordination reflecting the logic of the state bureaucracy. There are two main mobility channels. The first one can be characterised as a ‘vertical’ carrier path. This means the promotion in the organisational hierarchy. The carrier paths are regulated on the principle of the length of service, the qualifications and skills. In this case the employees do not only need the skills and qualifications specified by the laws but also have to possess practice-related competence acquired in the form of OJT. 

According to the interviews carried out during the fieldwork the typical carrier path for the middle managers starts with the ‘job intermediary’ position and he/she gradually moves on the job-ladder. In order to advance on this carrier path they must also possess special ‘organisation-related’ skills that can be associated with the skills of creating and maintaining connection within the organisation network. This can be characterised as a kind of ‘political’ skill and contains the ability to influence and manipulate the broader organisational context and power relations.

The hierarchical promotion has its barriers within the INTERMED. The carrier channels provided by the INTERMED are rather vague, since on one hand the number of the managerial positions is limited and the skills and knowledge that the intermediaries acquire in the organisation are not to convert outside the INTERMED. At the top of the organisational hierarchy where the strategic decisions are carried out the managers are recruited mainly from outside the organisation and this practice is further restricting the internal carrier opportunities.

“Yet, I do not want to get a higher position in the hierarchy. I’m also too old for it. It is for sure that if I would be 3 years younger I would be in a higher position. The age limits the carrier opportunities. But this is not a problem for me, I like my job very much and I think I do it well. The cohesion is relatively high, my colleagues agree that I’m a competent person and I do my work in a professional way. I have been forcing my manager carrier for some time, but the professional career is much more important.” 

(Director, N Labour Market Office, Budapest)

The other typical carrier channel is the ‘horizontal’ or ‘professional’ mobility. In that case the change takes place between positions located at the same level in the organisational hierarchy. In the case of job intermediaries this means that they move to a ‘back-office’ job to administer the job seekers’’ data set or to the position of ‘company relationship manager’. In this job he or she does no need to contact personally with the job seekers, but to contact companies and help them to hire the necessary workforce. Although it does not mean a ‘formal’ change within the organisational hierarchy, the position of the ‘company relationship manager’ is more prestigious than the job intermediation and is more attractive because of the better and more predictable working conditions. 

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

The INTERMED was created in 1991 with the aim to manage high level of unemployment accompanied the privatisation and restructuring of the Hungarian economy. The activity of the INTERMED covers two main areas: (1) providing services for job seekers and (2) administering and allocating active and passive employment tools. In the past 16 years the labour market situation underwent significant changes: high unemployment rate begun to decrease from the middle of the 1990s. These changes created a need to reorganise the work organisation and to implement a quality-orientated service model. The reorganisation has been carried out within the framework of the so-called ‘Modernisation Project’ (hereafter: MP). The MP has been implemented in 2002 with the support of PHARE and aimed to integrate the system of local labour market offices and improve the quality of services offered by the INTERMED. 

One of the most important elements of the MP was the introduction of the so-called ‘self-service model’. The model is based on the development of both the hardware and software infrastructure and the improvement of a digital database containing information of the supply and demand side of the labour market. The implementation of this model can be seen as a kind of task delegation from the INTERMED staff to the customers such low value-added activities as data processing: writing and posting CVs to the internet, job seeking in the INTERMED national database or other forms information gathering. 

The reorganisation process described above has no direct impacts on the carrier profiles and trajectories within the INTERMED. There are two areas where the MP resulted in some indirect inputs. The introduction of the self-service model has slightly modified the content of the intermediaries’ job since these employees can concentrate more on those groups of unemployed who are in a disadvantageous position on the labour market. In other words it strengthens the ‘costumer-oriented’ character of the intermediaries’ tasks instead of the ‘administration-oriented’ one. In addition these changes increased specialisation and created clearer job demarcation between the intermediaries dealing with costumers and those who are responsible for the administration of database within the organisation. 

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

The modernisation process of the INTERMED is based on six different sub-components: services development, labour market information system, infrastructure development, training, quality insurance and information technology. The various sub-components are targeted first of all to develop both the physical and IT infrastructure and the content of the services provided by the INTERMED. It means that during the implementation of the modernisation strategies the policies aimed to improve the human resources were not among the priorities. Until present the INTERMED has no official policies on carrier planning and training. The employees of the INTERMED are civil servants and their employment relations, wage settings and working conditions are regulated by a specific act. The law regulates the carrier paths of the civil servants in a broadly indirect way: it contains a specific classification table with the wage levels that are based on the qualification level and the length of service. This classification system creates stability on one hand but on the other hand it can be characterised as a rather rigid system. If an employee has the necessary qualification and the years of credited service, he or she automatically steps from one wage category into another one, without reference of performance. 

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

According to the information gathered during the fieldwork it can be stated that the vast majority of the job intermediaries are women. The intermediaries’ job requires such personal characteristics as empathy, coping with stress and conflicts, feeling management, etc. In the opinion of the interviewees these are ‘feminine’ attributes. 

“At the beginning, when the INTERMED was established the gender distribution of workers was much more balanced. Later, this balance has been split up; we could not keep our male colleagues. However, this would be important from many aspects. (…) Maybe, this kind of psychological charge which is a characteristic of our work is easier to manage or acquire for female employees. I think that the vast majority of the tasks of a labour market intermediary suits much more for females than for males, precisely because they (the male employees) lack the emotional empathy necessary for the customer service.”
(Director, X Labour Office, Szeged)

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

During the fieldwork we could not identify ethnicity-related problems or conflicts within the INTERMED. 

3. Changes in occupational identity

3.1 Characterisation of the occupational identity for this OG: from its position in a social and economic organisation; from the individual subjectivity point of view (meaning of work, collective feeling, identification); from the collective point of view (collective dimensions and capacities).

As we mentioned earlier the INTERMED was created within an extremely short period of time at the beginning of the 1990s in order to cope with the fast growing (two-digit level) unemployment. It has a dual function: (1) service provision for job seekers and (2) administration and use the active and passive employment tools. To satisfy these functions the new profession of the ‘job intermediaries’ was created. The first employees were recruited partly from the labour and personnel departments of the former public administration and from the pool of the high-educated unemployed people (teachers, engineers, etc.). It means that the original staff of the INTERMED has heterogeneous professional background. The need for establishing a new profession of managing the unemployment without relevant experiences, and the extremely short time for developing new professional standards resulted in a closed professional labour market within the INTERMED. The knowledge and skills necessary to use in the intermediaries’ job are hardly acknowledged outside the INTERMED network. This process in itself results a strong identity with the INTERMED as an organisation itself.

Another important characteristic of the INTERMED is the dual role performance within the organisation. This means that the INTERMED is on the one hand a professional public service provider and on the other hand a public administrative body. This duality is also reflected in the occupational identity of the job intermediaries as well. Some elements of their job bring them close to the various social service professions (e.g. social workers) whilst other ones are close to the role of public administrator (clerk). 

“For me, as a labour market intermediary the main problem is that I try to help to the client mobilising my empathy, considering his/her individual problems but at the same time, my work is strictly regulated by law and that I have authoritative functions as well. This represents problem for and for the client too which creates stress in our relations. This is true for all intermediary.” 

(Job intermediary, X Labour Office, Szeged)

An important source of the empathy with clients is that significant number of first-generation job intermediaries was unemployed during various periods of time. On the contrary the newer generations of the job intermediaries identify themselves rather with the role of the professional public administration manager and they are eager to attend such further education which supply them a diploma that is to convert in the external labour market as well. 

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

The INTERMED is a bureaucratic organisation with a rather closed professional labour market that has caused hardly any changes in the occupational identity of the job intermediaries during the last 15 years. However, the fresh and younger entrants having widely recognised and marketable knowledge and profession (e.g. psychologist, consultant, HRM-expert, etc.) are developing stronger occupational identity in contrast with the organisational one. These changes certainly would create in the future the diversity of identity and move mobility within the network of INTERMED. 

3.3 Relations between restructuring and changes in occupational identity for this OG (support new identity, threaten identity, affect solidarity, transform social dialogue – how?)

The dual character of the intermediaries’ identity certainly will change in the future. The restructuring process and especially the implementation of the self-service model the content of their work has slightly been modified. The new model diminishes the administrative workload of the intermediaries and allows them to spend more time on clients having handicapped position on the labour market. In other words the service provider role will be more intensive and the occupational identity will be similar to the professions of HRM and the social service provisions (e.g. social workers, etc.). 

4. Quality of work

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

During the fieldwork of both organisational and occupational case studies interviews were carried out in various units of the INTERMED. These were different in terms of their size, geographical location, economic and labour market environments. Similarly, significant differences in working conditions were observed in the various units, depending of their involvement in the modernisation process. The modernisation process aimed, beside the earlier presented targets, to improve the quality of the physical and IT infrastructure of the INTERMED. As a result of the MP the working conditions in terms of physical environment became visibly better in the offices that were involved into the MP, than in those that were left out from the programme. 

The job intermediaries’ work is embedded into the Hungarian public administration system and culture. This means that these activities (both the tasks and the procedures) are regulated strictly in details by law. All of the intervieewes have reported about heavy adminsitrative workload that radically diminishes the time they neccessary to devote to the clients in order to solve their problems. The development of both hardware and software infrastructure helps to simplify the labour processes within the INTERMED. Creating of a new database and using of the softwares supporting the standardisation of the labour process simplifies the administration and via time saving improves customer orientation. 
4.2 Management of working time for this OG – Current situation, trends, expectations.

The working hours are strictly regulated and fixed within the organisation. The working day lasts 8 hours. The job intermediaries start working between 7.00 and 8.00 a.m. depending from the local characteristics. After completing some administrative tasks the office hours are starting and last for six hours. In every office there is one day a week without office hours in order that the intermediaries may finish the administration related tasks. Under permanent time pressure experienced during the office hours there is a permanent battle to cope with time because of the constantly growing administrative workload.

(…) products, services, are defined from the point of view of the public administration. This means that first the law has to be adopted, then they issue a more detailed ministerial decree and then – on the basis of these two – we elaborate the inner rules of procedure. This is very bureaucratic, all these have to be completely rightful because in the case of any appeal, our decisions has to be defended in the eye of law. This is a false logic, because our products have to be defined from the point of view of their aims, to ensure that these products could help unemployed persons to become employees or to ameliorate their employability. 

(Chief advisor, Intermed, Budapest)

The third factor which has a strong effect on the working time is the faster increase in the administrative workload in comparison with the decrease in the size of unemployment. There has been a permanent staff reduction in the last half-decade which increased the workload of the INTERMED employees. 

“We permanently have problems with the staff number. This is mainly because the number of unemployed started to decrease the staff number of the INTERMED as well. On the hand this was justifiable but on the other hand it did not consider the fact that in parallel with the decreasing unemployment rate, our administrative workload we spent for one client has been increasing by five-fold.”

(Job intermediary, N Labour Office, Budapest)

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

In spite of the difficulties with time pressure presented above one of the most important attractive feature of the intermediaries’ job is the predictable working time. It favours first of all those who have family responsibilities, especially because it fits to the logic of childcare. During the fieldwork it was observed that a lot of efforts have been made to balance the fluctuation of workload between the employees in order to protect the predictability of the working hours. In other words the intermediaries make clear efforts to help each other in the peak hours on the basis of reciprocity, which can be interpreted as a form of functional flexibility. 

5. Learning and skills development

5.1 Changes in skills requirement for this OG (upskilling / deskilling processes, nature of skills and competences) – Place, role and uses of ICT in the skill processes – Explicative factors and evaluation.

The work of job intermediaries requires a combination of qualification- and competence-based skills. Qualification-based skills can be associated with formally recognised ones. These kinds of skills are related to the functioning of the public administration and to the use of various employment tools. Competence-based skills represent such non-coded forms of knowledge like empathy, feeling management, ability of coping with conflicts and stress and problem solving. There is no training for these kinds of social skills. The intermediaries acquire them in the form of experience- and situation-based learning in the labour process. 

Besides the combination of qualification and competence-based skills, the ICT use has of specific importance in the work too. The tools and programmes used in the labour process serve to record and process the data of those job seekers who are registered at the INTERMED. The implemented softwares are very specific ones therefore their skills required for using them are only recognised and to utilise within the organisation network of INTERMED. 

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

As we have indicated earlier the job intermediaries were recruited with a heterogeneous professional background (teachers, engineers, etc.). The INTERMED has no formal training policy however the recognition of the acceptable qualifications has been changed in the last few years. The pool of the recognised qualification has been restricted. The following professions are recognised now officially: lawyers, public administration managers, teachers and the HR specialists. This restriction indicates an attempt to improve the professionalisation and there are some economic considerations behind it, too. Due to the bureaucratic classification of wages presented in the section 2.3 obtaining a degree involves an automatic wage increase. The administrative restriction of the pool of recognised degrees and learning possibilities as well decreases the extent of wage outflow. 

The competence-based skills are incorporated in an informal way, mainly in a form of OJT. There are no institutional processes supporting these activities, the practice of knowledge creation and sharing has been emerged under the pressure of the changing circumstances. There are units where meetings are held from time to time in order to access and share the experiences gathered during the labour process but however this practice is not built into the formal training policy. 

“If somebody participates some kind of training or professional presentation, we usually share what we learn there. We have to adapt to various changes very often, so we need this kind of internal meetings where we can discuss what we have to change in the future.” 

(Job intermediary, Z Labour Office, Budapest)

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

As we have stated earlier most part of the competence-based skills such as empathy, coping with stress, etc are identified as feminine characteristics. These competencies appear in the formal recognition of professional achievements in a very indirect way, since the incentives are based on individual achievement goals that are measured by quantitative indicators, the quantity of “solved” cases within a certain period of time for instance. 

6. Work-life balance

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

We have presented in section 4.2 that the fixed and predictable working time favours for the family duties. In spite of this there is no specific institutional policy targeted for creating family friendly working environment. At the level of the local units there are attempts to loosen the rigidity of the working time regulation and make it more flexible in order to adapt it to the office hours of the childcare institutions (kindergartens, schools, etc.). 

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

Our interviewees often reported about that the daily conflicts with the clients that create a heavy mental burden to them and that they often ‘take home’ this conflict-related stress. The organisation does not deal with the ‘burning out’ problems of the employees in a standardised way. These problems are solved by care and the local management plays a crucial role in helping to copy these stressful situations.

“This is because I introduced the practice of working with clients only maximum 4 hours a day. After 4 hours they have to be replaced by other intermediaries because this is a stressful and tiring job. Therefore it is better also for the client and for the employee if after 4 hours of work he/she continue to work with the so-called background work when he/she does not have to deal directly with clients. Each intermediary has its own ‘clientele’ composed by 600-800 clients which involves a lot of so-called background work. But this is not a common practice, it is introduced only in this county.” 

(Director, X County Labour Market Centre, Szeged)




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

See 6.2!

7. Conclusions

7.1 Basic characteristic of the case study.

In our case study we shortly presented the results of a fieldwork carried out in a public organisation. The INTERMED was created in 1991 with the aim to manage high level of unemployment. The activity of the INTERMED covers two main areas: (1) service provision for job seekers and (2) administration and use the active and passive employment tools. In the past 16 years the labour market situation in Hungary has changed a lot: high level unemployment rate begun to decrease from the middle of the 1990s. These changes resulted in a need to reorganise the work organisation and to implement a quality-orientated service model. The reorganisation has been carried out within the framework of the so-called ‘Modernisation Project’ (hereafter: MP). The MP has been implemented in 2002 with the support of PHARE and aimed to integrate the system of local labour market offices and improve the level of services offered by the INTERMED. 

There are two main channels for mobility within the INTERMED. The first one can be characterised as a ‘vertical’ carrier path. This means the promotion in the organisational hierarchy, where the carrier paths are regulated on the principle of the length of service, the qualifications and skills. The typical carrier path for the middle managers is that fieldwork the typical carrier path starts with the ‘job intermediary’ position and he/she gradually moves on the job-ladder. The carrier channels provided by the INTERMED are rather vague, since on one hand the number of the managerial positions is limited and the skills and knowledge that the intermediaries acquire in the organisation are not to convert outside the INTERMED.

The other typical carrier channel is the ‘horizontal’ or ‘professional’ mobility. In that case the change takes place between positions located at the same level in the organisational hierarchy. In the case of job intermediaries this means that they move to a ‘back-office’ job to administer the job seekers’’ data set or to the position of ‘company relationship manager’. Although it does not mean a ‘formal’ change within the organisational hierarchy, the position of the ‘company relationship manager’ is more prestigious than the job intermediation and is more attractive because of the better and more predictable working conditions. 

The first employees were recruited partly from the labour and personnel departments of the former public administration and from the pool of the high-educated unemployed people (teachers, engineers, etc.). It means that the original staff of the INTERMED has heterogeneous professional background. The occupational identity of the job intermediaries includes a strong identity with the INTERMED as an organisation itself. Another important characteristic of the INTERMED is the dual role performance within the organisation. This means that the INTERMED is on the one hand a professional public service provider and on the other hand a public administrative body. This duality is also reflected in the occupational identity of the job intermediaries as well. Some elements of their job bring them close to the various social service professions (e.g. social workers) whilst other ones are close to the role of public administrator (clerk).

The working hours are strictly regulated and fixed within the organisation. The working day lasts 8 hours. The job intermediaries work under permanent time pressure experienced during the office hours. There is a permanent battle to cope with time because of the constantly growing administrative workload. 

The fixed and predictable working time favours those who have family responsibilities. A lot of efforts have been made to balance the fluctuation of workload between the employees in order to protect the predictability of the working hours. In other words the job intermediaries make clear efforts to help each other in the peak hours on the basis of reciprocity, which can be interpreted as a form of functional flexibility.

The work of job intermediaries requires a combination of qualification- and competence-based skills. Qualification-based skills can be associated with formally recognised ones. These kinds of skills are related to the functioning of the public administration and to the use of various employment tools. Competence-based skills represent such non-coded forms of knowledge like empathy, feeling management, ability of coping with conflicts and stress and problem solving. There is no training for these kinds of social skills. The intermediaries acquire them in the form of experience- and situation-based learning in the labour process. 

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

The changes can be described as a kind of task delegation through the introduction of the self-service model. It is an incremental change that causes slight changes in the content of job intermediaries’ work. The delegation of routine tasks diminishes the workload of the job intermediaries and allows them to attach more importance to higher value-added activities. 

The core aim of the Modernisation Process (restructuring) was to integrate the system of local labour market offices and standardise and improve the both quality of the physical and IT infrastructure and the services offered by the INTERMED. As a result of the MP the working conditions in terms of physical environment became visibly better in the offices that were involved into the MP, than in those that were left out from the programme. In other words as a non-intended effect of the MP the inequalities of the working conditions have been growing within the organization. 

We have already called the attention to the duality of the carrier-patterns and the rather narrow carrier opportunities within the INTERMED, since on one hand the number of the managerial positions is limited and the skills and knowledge that the intermediaries acquire in the organisation are not to convert outside the INTERMED. Through the delegation of routine tasks the importance of the high value-added activities (e.g. counseling) and the skills necessary to fulfill them will be growing. Thos can lead to growing inequalities between the different groups of employees (e.g administrative and client service workers) as well. 

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

The INTERMED has no professional HRM and formal training policy however the recognition of the acceptable qualifications has been changed in the last few years. Through the MP the importance of the widely recognised and marketable knowledge and professions (e.g. psychologist, consultant, HRM-expert, etc.) are gaining growing importance. This results a stronger occupational identity instead of the organisational one and will create larger diversity of identities and move mobility within the OG. 

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

Based on the results of the investigation carried out at the INTERMED we have to stress that the value chain as a concept is to be implemented only in a very narrow sense in the case of the INTERMED as a public body. However the results of our case study call the attention to the followings. 

As a result of the restructuring the inequalities of the working conditions and the quality of work has been growing within the organization. Through the changes within the internal value chain (e.g. routine task delegation) new, widely recognised and marketable knowledge and professions (e.g. psychologist, consultant, HRM-expert, etc.) are gaining growing importance. This leads to the growing variety of identities and opens new carrier opportunities on one hand and results in increasing inequalities between the different OGs within the INTERMED. 
8. Key data questionnaires

	Personal information: #1

	Name/Code
	B. Gy.

	Gender
	Female

	Age
	43

	Ethnic origin (native, migrant …)
	Native Hungarian

	Family status
	Married with two children

	Responsibilities in the family/support (short description)
	Household duties

	Children (number, age)
	2 (twins), 23

	Skill profile and trajectory

	Skills profile (degrees, set of skills…)
	Grammar school, currently final year at Janus Pannonius University, 

	Job history (changes, perspectives, experience of unemployment)
	She had one job before the present one. She started working at the INTERMED in 1992 after nearly one year unemployment

	Current job

	Type of organisation (name and short description)
	N Labour Office, Budapest

	Present job (job title, position, perspectives)
	Job intermediary

	Short description of tasks (changes due to restructuring)
	Job intermediation 

	Working hours
	7.30-16.00

	Access to training (formal and informal)
	Internal trainings

	Experience of restructuring (main changes in personal job situation)
	New tasks, introduction of the new rotation system


	Personal information: #2

	Name/Code
	C. M.

	Gender
	Female

	Age
	37

	Ethnic origin (native, migrant …)
	Native Hungarian

	Family status
	Married with two children

	Responsibilities in the family/support (short description)
	Household duties, childcare

	Children (number, age)
	2 (14 and 11 years)

	Skill profile and trajectory

	Skills profile (degrees, set of skills…)
	Elementary school, secondary school, university, 

	Job history (changes, perspectives, experience of unemployment)
	She had 3 jobs, did completely different things before she came to the INTERMED in 2001. She was unemployment after the maternity leave for one year.

	Current job

	Type of organisation (name and short description)
	N Labour Office, Budapest

	Present job (job title, position, perspectives)
	Job intermediary, wants to move to another department later

	Short description of tasks (changes due to restructuring)
	Job intermediation

	Working hours
	7.30-16.00

	Access to training (formal and informal)
	Internal trainings

	Experience of restructuring (main changes in personal job situation)


	New tasks, introduction of the new rotation system


	Personal information: #3

	Name/Code
	L. F.

	Gender
	Female

	Age
	59

	Ethnic origin (native, migrant …)
	Native Hungarian

	Family status
	Married with two children

	Responsibilities in the family/support (short description)
	Household duties

	Children (number, age)
	2 (30 and 25 years)

	Skill profile and trajectory

	Skills profile (degrees, set of skills…)
	Elementary school, secondary school, university, 

	Job history (changes, perspectives, experience of unemployment)
	She started work at the INTERMED in 1992 after one year of unemployment. She had only one job before at a private company. .

	Current job

	Type of organisation (name and short description)
	N Labour Office, Budapest

	Present job (job title, position, perspectives)
	Service Department Manager, Assistant branch office manager

	Short description of tasks (changes due to restructuring)
	Managing the life of the department, holding trainings

	Working hours
	7.30-16.00

	Access to training (formal and informal)
	Internal trainings in issues related to the public service management

	Experience of restructuring (main changes in personal job situation)


	Decreasing workload and growing autonomy in her work 


	Personal information #4

	Name/Code
	K. K. – M.

	Gender
	Female

	Age
	33

	Ethnic origin (native, migrant …)
	Hungarian

	Family status
	single

	Responsibilities in the family/support (short description)
	Household duties

	Children (number, age)
	0

	Skill profile and trajectory

	Skills profile (degrees, set of skills…)
	College degree in HRM

	Job history (changes, perspectives, experience of unemployment)
	After graduating she started working at the INTERMED. 

	Current job

	Type of organisation (name and short description)
	N. Labour Office, Budapest.

	Present job (job title, position, perspectives)
	Job counsellor

	Short description of tasks (changes due to restructuring)
	Consultation for job seekers

	Working hours
	7.30-16.00

	Access to training (formal and informal)
	–

	Experience of restructuring (main changes in personal job situation)


	No changes in her job and position


	Personal information #5

	Name/Code
	I. D.

	Gender
	Female

	Age
	60

	Ethnic origin (native, migrant …)
	Hungarian

	Family status
	married

	Responsibilities in the family/support (short description)
	Household duties

	Children (number, age)
	1 son, 40 years old

	Skill profile and trajectory

	Skills profile (degrees, set of skills…)
	College degree in HRM

	Job history (changes, perspectives, experience of unemployment)
	After finishing the vocational school she worked as a HR manager for a shoe factory. In 1992 she changes her job and started working at the INTERMED.

	Current job

	Type of organisation (name and short description)
	N Labour Office

	Present job (job title, position, perspectives)
	Director of the Labour Office

	Short description of tasks (changes due to restructuring)
	Organising and controlling the work of about 20 employees. Organising the restructuring of another office. 

	Working hours
	40

	Access to training (formal and informal)
	–

	Experience of restructuring (main changes in personal job situation)


	She was responsible for the reorganisation of the labour process in the labour office. .


	Personal information #6

	Name/Code
	H. K.

	Gender
	Female

	Age
	30

	Ethnic origin (native, migrant …)
	Hungarian

	Family status
	single

	Responsibilities in the family/support (short description)
	Household duties

	Children (number, age)
	none

	Skill profile and trajectory

	Skills profile (degrees, set of skills…)
	College degree in Labour Relations.

	Job history (changes, perspectives, experience of unemployment)
	The current position has been his first job.  She wants to change soon.

	Current job

	Type of organisation (name and short description)
	N Labour Office

	Present job (job title, position, perspectives)
	Job intermediary

	Short description of tasks (changes due to restructuring)
	Dealing with clients, both employees and employers

	Working hours
	40

	Access to training (formal and informal)
	–

	Experience of restructuring (main changes in personal job situation)


	She hopes that her administrative tasks will be increased.


	Personal information: #7

	Name/Code
	Zs. K.

	Gender
	Male

	Age
	32

	Ethnic origin (native, migrant …)
	Native Hungarian

	Family status
	Single

	Responsibilities in the family/support (short description)
	–

	Children (number, age)
	–

	Skill profile and trajectory

	Skills profile (degrees, set of skills…)
	University degree, teacher

	Job history (changes, perspectives, experience of unemployment)
	After a short unemployed status he has been working at the INTERMED since the middle 90s.

	Current job

	Type of organisation (name and short description)
	Z Labour Office, Budapest

	Present job (job title, position, perspectives)
	Job intermediary

	Short description of tasks (changes due to restructuring)
	Job intermediation

	Working hours
	8.00-16.00

	Access to training (formal and informal)
	Formal training in conflict management

	Experience of restructuring (main changes in personal job situation)
	He hopes that through the changes his administrative workload will decrease and he can spend more time with the clients. 





	Personal information: #8

	Name/Code
	M. N.

	Gender
	Female

	Age
	52

	Ethnic origin (native, migrant …)
	Native Hungarian

	Family status
	Married

	Responsibilities in the family/support (short description)
	Household duties

	Children (number, age)
	One child

	Skill profile and trajectory

	Skills profile (degrees, set of skills…)
	University degree, teacher

	Job history (changes, perspectives, experience of unemployment)
	After teaching and an unemployed period she has been working at the INTERMED since 1991.

	Current job

	Type of organisation (name and short description)
	X Labour Office, Szeged

	Present job (job title, position, perspectives)
	Job intermediary

	Short description of tasks (changes due to restructuring)
	Job intermediation

	Working hours
	8.00-16.30

	Access to training (formal and informal)
	Formal training in finances

	Experience of restructuring (main changes in personal job situation)
	No changes so far





	Personal information: #9

	Name/Code
	E. A.

	Gender
	Female

	Age
	56

	Ethnic origin (native, migrant …)
	Native Hungarian

	Family status
	Married

	Responsibilities in the family/support (short description)
	Household duties

	Children (number, age)
	Two children

	Skill profile and trajectory

	Skills profile (degrees, set of skills…)
	Degree in HRM

	Job history (changes, perspectives, experience of unemployment)
	After finishing the grammar school she started working in the public administration and since 1991 has been working at the INTERMED

	Current job

	Type of organisation (name and short description)
	Q Labour Office, Dunaújváros

	Present job (job title, position, perspectives)
	Job intermediary

	Short description of tasks (changes due to restructuring)
	Job description

	Working hours
	7.30-16.00

	Access to training (formal and informal)
	University degree in HRM

	Experience of restructuring (main changes in personal job situation)
	She hopes that she can pay more attention to the clients instead of the administrative tasks. 



APPENDIX 1

Number of Registered Unemployed in Hungary, 1990-2004

	Year
	Registered unemployed

	
	in thousands
	rate in %

	1990
	47.7
	n. d.

	1991
	227.3
	4.1

	1992
	557.0
	10.3

	1993
	671.8
	12.9

	1994
	568.4
	11.3

	1996
	500.6
	11.0

	1998
	423.1
	9.5

	2000
	390.5
	9.3

	2002
	344.7
	8.0

	2003
	357.2
	8.3

	2004
	375.9
	8.7


Source: Fazekas, K. – Koltay, J. (eds.) (2006) The Hungarian Labour Market – Review and Analysis, Budapest: Institute of Economics, Hungarian Academy of Sciences and Hungarian Employment Foundation, p. 249.
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� For example, documents needed to the work permission, description of the content of jobs and occupations offered by employers and their medical requirements, all information concerning the trainings, services, subsidies, provisions and programmes offered by the INTERMED, etc. have been digitised and made available via the portal of the INTERMED. Another example might be the development of the Scheduling Program which affected deeply the work organisation.


� The activity of the LMF is controlled by the tripartite body of the National Council of Interest Reconciliation composed by the representatives of the government, trade unions and employers’ associations. 


� Makó, Cs. – Illéssy, M. – Csizmadia, P. (2006): Modernisation of the Public Employment Service in the Perspective of Value Chain: Reorganisation of the internal value cahin through task delegation. (WORKS project: WP10)
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