
Terms of Reference for Specialist Task Force STF 203 (LH) TC/HF on the Human Factors of work in Call Centres 

1
Reasons for proposing the Specialist Task Force (STF)

The use of call centres is expanding rapidly and the number of people employed is increasing significantly. Many call centre operators are reporting problems. These may in part be due to a lack of application of the knowledge of human factors aspects of their work and which could have a significant impact on occupational health. 

For example, in the UK it is estimated that between 1 % and 1,7 % of the total workforce is employed in call centres. This is more than the combined workforce of coal mining, steel and vehicle production, and it is predicted that there will be continued expansion to just over 2 % in the next two to three years.

Stakeholders in the industry, including the Trade Unions and the relevant Trade Associations, have proposed that call centres are a unique working environment and have suggested that current call centre working practices should be examined, good and poor practices illustrated, and specific information on best practice should be provided where required.

It is proposed that this STF should carry out this work.

2
Consequences if not agreed:

If this work is not undertaken, the problems in this important and growing industry will continue to increase and the expansion of the industry will be inhibited. It will thus be prevented from providing a new and important source of employment throughout Europe and in the global economy. 

3
Detailed description:

3.1
Subject title:

Human Factors of work in call centres.

3.2
Reference Technical Body:

ETSI HF.

3.3
Other interested TBs (if any):

ETSI User Group, ETSI STQ, CEN/ISSS, ICTSB DATSG, FEDMA.

3.4
Target date for the start of work: January 2002.
3.5
Target date for the conclusion of the work (TB approval):February 2003, at the ETSI HF plenary meeting.
3.6
Resources required

3.6.1
Necessary manpower: 

A total effort of 116 working days is required (69 600 EUR)  
3.6.2
Estimated costs, additional to the manpower:

Total additional cost: 5400 EUR, for attendance of ETSI HF meetings and for liaison with stakeholders in the industry.

3.6.3
Qualification required, mix of skills

Three or four experts will be required. The required skills and experience include:

· extensive experience in the human factors of telecommunications and Internet products and services;

· experience in the writing of guidelines for use by non-Human Factors designers;

· familiarity with the standards relating to the environment and to the use of visual display devices;

· familiarity with the factors related to the operation of call centres;

· experience of the operation of the ETSI TB processes and of the management of and participation in STFs is desirable.

3.7
Scope of Terms of Reference:

It is proposed to determine the human factors that are important in this unique telecommunications working environment by investigating the existing research on the subject and by liaising with stakeholders in the call centre industry. This work will be used to generate recommendations for good practices to minimise the occurrence of some of the identified problems. 

The deliverable will be a technical report describing the human factors of the tasks and of the working environment of call centre operators and giving examples of some of the problems arising in their work. The report will describe work practices that can be implemented to minimise the occurrence of such problems. 

3.8
Context of the task(s):

The following tasks will be necessary:

· Review the existing research conducted on the call centre industry to determine the relevance of the work for the new deliverable.

· Liaise with the various stakeholders in the industry to determine the priorities that they attach to the identified problems.

· Generate information on good practice in the operation of call centres.

· Produce the technical report 

3.9
Related activity in other bodies and co-ordination of schedules:

During the work of the STF a check will be made to identify and monitor any similar ongoing work.

3.10
Base documents and their availability

, CEN CWA 14087:2000, FEDMA Eurocallcentre project, Report of current UK research.

3.11
Work Item(s) from the ETSI Work Programme (EWP) for which the STF is required:

DTR/HF-00032

3.12
Expected output(s):

ETSI Technical Report 
· First draft
31/05/2002

· First stable draft
31/09/2002

· Interim Report to EC/EFTA
31/10/2002

· Draft ready for TC HF approval
15/01/2003

· TC HF approval
1702/2003

· Publication of ETSI TR
28/02/2003

· Final Report to EC/EFTA
01/03/2003
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