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Business and Workers” Needs for Flexible Work Arrangements

: Focusing on the Case of a Customer Center Business
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<Abstract>

This study attempted to explore business and workers'needs for flexible work arrangements focusing on the case of a
customer center business. We conducted in-depth interview and focus group interviews with the CEO of the company as well
as with workers employed at the company in order to identify their need for flexible work arrangements. The subject of this
study is a customer service center business that offers a variety of flexible work arrangements. We found that there is a need
for flexible work arrangements in terms of both businesses and workers. These results suggest that flexible work arrangements
can be activated when they meet the needs of businesses and workers. Flexible work arrangements can be activated when

they meet the businesses’goals in human resource management and workers’goals for achieving work-family balance.

AT % (Key Words) : -5 (flexible work arrangements), 2% AMEIE-4](qualitative case study), 127 €] 7] % (customer center
business), ¥47}3 % H(work and family balance)
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Table 1. Flexible Work Arragements : A definition and Examples

category type

definition

- Flextime :
approved by a supervisor.

1. Alternative Work Schedules

Schedules based on worker needs within set parameters

- Compressed workweeks : Workers work full time hours in less than

the traditional 5-day workweek by increasing daily hours worked.

flexibility in work
scheduling

2. Arrangenebts Regarding Shifts
and breaks

- Shift arrangements : Workers who are assigned shifts by their em-
ployers enter into arrangements with their employers giving them
flexibility regarding the shifts they are assigned.

- Break Arrangements : Workers who generally can only take assigned
breaks enter into an arrangement with their employers giving them
more flexibility over when they take breaks.

1. Part Time Work

Workers who usually work less than 35 hours per week.

2. Transition Period Part Time

Workers gradually return to work after a major life event

flexibility in the amount
of hours worked 3. Job Shares

two or more workers share the duties of one full time job, with each
person working on a part time basis.

4. Part-year work

workers work only a certain number of months per year

1. Telework/Home Work

Workers work remotely from their own homes, using a telecommuni-
cations connection to the workplace if necessary

flexibility in the place of

2. Telework/Satellite Location
work

Workers work remotely from a designated satellite work center.

3. Alternating Location

Workers work part-year in one location and part-year in a second
location.

Source : Georgetown University Low Center(2010), Workplace flexibility 2010.
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Table 2. Employee’s Benefit from Flexibility

Employees can benefit by

Possible solution

acquiring skills

task flexibility
cross-functional working
agency temporary work

meeting domestic responsibilities

variable hours patterns

reducing employment costs or stress

tele- or homeworking

meeting lifestyle preferences

agency temporary work
variable hours patterns

maximizing earnings

fixed-term contract
gain- or profit sharing

improving career opportunities

outsourcing
skill flexibility

securing permanent employment

fixed-term contract
agency temporary work

testing suitability of employer

fixed-term contract
agency temporary work

Source : Reilly(2001). Flexibility at work: balancing the interests of employer and employee

Table 3. Employer’s Benefit from Flexibility

Drivers for flexibility

Possible Solution

Bebefits

reducing costs

outsourcing
variable hours patterns
temps/agency labour
remote working
multi-skilling

efficiency of supplier
alignment with work patterns
lower wages
reduced overheads
downtime cut/
improved efficiency

improving quality/service

outsourcing
variable hours patterns

cross-functional working

expertise of supplier
better scheduling
seamless service

increasing productivity

multi-skilling
various hours patterns

end to demarcation
alignment with work patterns

ability to terminate/alter contract

outsourcing ease of adjusting employee numbers
hedging against change temps/agency/contractors up/down
gian- pr profit sharing paybill rises and falls with corporate
performance

meeting supply needs

variable hours patterns
remote working
temping

employee domestic needs met
employee lifestyle suited
variety of work offered

Source :
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Reilly(2001). Flexibility at work: balancing the interests of employer and employee
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Table 4. Characteristics of Interview Participants and Interview Time

date/time

characteristics

2010.06.15 Strategic Planning Director

2010.07.08. 16:00-17:45 Chief Executive Officer

2010.07.08. 19:00~21:00

Job Training Instructor(30s, single, 6years work)

2010.07.08. 19:00~21:00

Seller Support Team Manager(30s, married, 8 months old child, 6years work)

2010.07.13. 18:00-19:30 INT HR Team Manager

2010.09.01. 19:00~20:10

Monitor Team Staff(30s, married, refresh leave, 2 years work)

2010.09.01. 19:00~20:30

Shopping Team Staff(30s, married, pregnant, 8 months work)

2010.09.06. 18:30~20:00

Shopping Team Staff(30s, married, 5 years old child, 7 months work)

2010.09.06. 18:50~20:10

Ticket Team Staff(30s, divorce, 14 years old child, 6 years work)

2010.09.06. 18:50~20:10

Seller Support Team Senior Staff(30s, married, parental leave, 6 year old child, 8 years work)

2010.09.08. 19:00~20:30

Ticket Team Staff(30s, married, pregnant, 7 years work)

2010.09.08. 18:50~20:00

Shopping Team(20s, married, 7 years old child, 2 years work)

2010.11.24. 16:15~17:25

Ticket Team Staff(30s, married, home-based telework, 4 years old child, 6 months work)

2010.11.24. 17:30~18:30

Ticket Team Staff(20s, single, home-based telework, 1 year work)
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