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FOREWORD

The Vomen's Bureau is pleased to have sponsored,; along with the Panel on
Technology and Women's Employment of the National Research Council/National
Academy of Sciences, a conference to identify research needs related to the
impact of automation on clerical workers. The ceoperative effort
demonstrates a partnership approach to axploring epploymernt opportunities as
wWell as any problems resulting from technology in the workplace. We now
share with the public the proceedings of that conference which brought
together a number of persons with expertise on employment and training
issues that affect workers directly and ultimately cur U.S. economy as well
as the competitive world market.

The need for continuing research to document the effects of technological
change on office workers, most of whom are women, ‘is of particular interest
to the Women's Bureau in terms of both formulating effective policies and
developing experimental programs. The conference was a significant step in
that direction and elicited information for launching further initiatives,

JILL HOUGHTON EMERY
Acting Director, Women's Bureau
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OVERVIEW

The l-day conference on how office automation is affecting the work
lives and employment future of clerical workers was sponsored by the Women's
Bureau of the U.S. Department.of Labor in cooperation with the Panel on
Technology and Women's Employment of tho National Research Council/National
 Acadenmy of Sciences. It was held at the Academy in Washington, D.C., on

October 19, 1984, About 75 people wers invited to participate; they
represented govermment, piivate industry, unions, educational institutions,
and other segments ipterested in the subject of technolougical change and ita
impact on tbkée workplace,

To capture the mood of the conference as well as the similar and
diverse views expressed by participants, virtually =211 of this report is
presented. in the format of excerpted remarks and quoted comments. The
remarks of panelists as well as the discussicna which took place 1in a
plenary seision and in workskops highlight salient issues related to women
clerical workers and office autosiation. They convey Findings of research,
ldentify key imsues in need of rFesearch,; and share perceptions of the
expertsa, ' ' ' :

Suggestions for research, including experimental programs, arae
consolidated in the concluding settion, "Research Recommendations."™ These
include the werkshop reports a& well as the research ideas offered by
speakers ir their remarks. kfditional research-related concerns of
participants ars summarized under Teemments."

Appendixes include the conferernce agenda and a list of the
participants.



WELCOME TO THE ACADEMY
Roslyn Feldberg, Ph.D., Conference Chair
Panel on Technology and Women's Employment

Commission on Behavioral and Social Seciencas and Education
National Research Council
Murray Research Center, Radeliffe Collepge

"The Panel is engaged in a 2-year study of the impli-
cations of technological change for women's employment,

information technologies.”

On behalf of the Panel on Technology and -Women's Employment, of which
I am a member, I welcome you to the National Academy of Sciences and to this
aonfarencs .

The Panel on Technology and Womeri's Employment operates under the
aegia of its parent committee, the Committee on Women's Employment and
Related Social Issuea. This committee exists, as the other Research Council
committees do, to bridge the gap between scientific research and public
policy. The mandate of the committee is to introduce the results of
research into the policymaking process, and it does so by carrying out
studies which are sponsored by various govermment agencles.

The Panel is engaged in a Z-year study of the implications of
technological change for women's employment, and is focusing particularly on
office automation and information technologies. We are looking at overall
~impacts of these changes, as well as trying to be sensitive to the
differences between large factory offices and smaller, more individual
offices. The study is funded jointly by the Academy and the Women's Bureau.
Therefore, the ccoperative efforts of putting on this conference with the
Women's Bureau is a wonderful opportunity to conve:? a whole community of
ressarchers and othera who are interested in the tople.

Today we will be asking questions to find out what we already know on
the topiec from existing research, what we need to know, and what kinda of
research would be useful to anawer the critical questions that are
outstanding. We will take the results of this conference back to our Panel,
and we hope it will help us in completing our study.



OPENIBNG REMARKS
Lenora Cole Alexander, Ph.D.
Director, Women's Bureau

PThe lureau has been ke=eping a careful eye on the
forndable progression of the computer-based tech-
nologies that have beemmn descending upon the American
worlplace, and we have bacome concerted about the way
thej have begun to altessr some of the patterns of
voni's work in the 193B0's."

It M s with great pleasure—= that I welcome you to this important
conference on Womn, Clerical Work, and Office Automation. In the Bureau we
feel that this topic 1s of singulRar timeliness and importance for working
womer, and we aredelighted to spon-.sor this conference with the National
Acadeny of Secienms,

For &= numbe of years the Bure=au has been keeping a careful eye on the
formidablese progrssion of the commmputer-based technologies that have been
descending upon the American workpl==ce, and we have become conecerned about
the way thes=y havebegun to alter sommne of the patterns of women's work in the
1980's, pame~ticulwly their impact or=a tihe millions of women who hold office
Jobs and vamriousikinds of Jobs acro===a the United States.

That is thereason why we have= convened this group of very outstanding
researcherys andeiperts. We want to hear your thoughts on the issues, and
our aim 18 to emsre that the new o—ffice technologies, like the word and
data pProce=gaingtystems, work to the advantage of women clericals and not
to thelr 431 sadvantage.

Spec=ALfically we ask your he=lp in defining the most eritical issues
facing Wwopeen in tle electronic of fiex:e today, so that we in turn can pin-
point the kindsof information we mmmust collect and disseminate--information
which can BHbe usells develop sound =molicy recommendations here in Washington
at the nat¥onal lwel, at the commur=aity level, and in individual companies.

The Women's lireau has a long and distinguished history as a guardian
of womenf?s=s interssts in relation to technological change and employment.
The agency actually evolved out of c=—hanges, including technological ones,
that were= brouht about as a resssult of World War I and also changes
resulting £ rom th influx of women EZnto the labor force at that time.

Note: Dr.. LenosCole Alexander is no longer employed at the Women's
Bureau,



In the 1920's and 19)'s the Bureau umadertook sthaumstive studies of women in
white-collar jobs andtheir working ceonditions, Thee=se studies helped to set
standards that guide legislation on - women's aplomyment for half a century.
For example, a study inthe 1930's locoked at wmen clericals in inaurance
and publishing firm, banks, inves-tment howes, and public utilities. A
subsequent study exmsiied some of the 43,000 officem workers in those same
industries in-sevencities. This —xresearchexammined not only wagea and
training but alsowrking condi-%ions, imlu_ding the effects of
mechanization. Sime the last stucay focusiyg on technology, which was in
the late 60's, many danges have occur=red in th laboor force. We have been
a part of it; we haewitnessed it. Many of b heave made contributions to

those changes.

Today women arsurging into t=he labor force= at the rate of nearly 1
million a year, and tlre are.some 50 million ymen currently in the labor
force, Working patlerns have cliagesed. The tvo-ZJob couple has become the
rule rather than tbe weption, and tkme number of fammilies headed by women
has nearly doubled ‘since 1970, Wom~king mothers are much less likely to
leave the ‘labor fiuve even wherm faced vitl increasing family
responaibilities. fmen's expectat=ions argalsom rising--and so0 is their
sense of entitlement-ut these expect—ations are toos frequently checked by
women'a concentratinmin low level., underwvilued clerical jobs that are
characterized by low py, little if amewy chance for e=pward mobility, and lack
of' recognition,

To this add thewvw computer-bam=ed techmilogy and the massive labor
market shifts of dedilling and resk—111ing tht at==company it, and you have
the situation that mals women far mor-e vulnerdle tihan ever before because
the Jobs they typically hold are the <ones most suscem=ptible to technological
change, Thus thia conference, which i== a keyatme o=f the Women's Bureau's
national initiativy to provide le==adershipon #technology and women's
employment lssues, repesents a new fo=cus and tirust Ffor the Bureau.

As many of you low, the Bureau 3has awardl a exontract to the National
Academy of Sciences ihich, through E ts Panel on =T echnology and Women's
Employment, will camy'out the first phase ofthat dinitiative. The Bureau
plans to produce severi publications «lesigned t inmform specific audiences

about the changing offis.

I ask you to beas painstakinexz and comrehessnsive as possible in
drawing up your recommdations at the= end of today ™= 3 workshops. This will
help us to design our intiative so th=at it wil] iave= the greatest impact on
women's work lives andtheir economic sEuture. Youp mrecommendations may ease
fear for the future o they may exa cerbate the =anxiety about office
automation already inthe minds of Wome=n and men WE=atever the concensus of
this day is, the Womer's Bureau has a writal self-inte=rest in your knowledge
and Judgment,

1



GOALS AND OBJECTIVES
Mary Murphree, Pa.D., Conferencs Coordinator
VWonen's Bureau

"It is an opportunity for scholars and researchers
committed to women’s issues to go on record with
what they see as critiecal issues fascing working
women, as they relate to changes being wrcught by
the introduction of computer-based equipment.”

A conference likz thiz can be an excellent event in a numbér of ways.
It is an opportunity for people from a variety of academiec discijines and
organizations with varying research objectives to come together totxchange
information or, pure and simple, to talk shop. It is also an gpirtunity
for many of you--the younger acholars and the older acholara-~tienlargs
your research network. But most important, it is an opportuity for
acholars and researchers committed to women's issues to go on rewrd with
what they see as critical issues facing working women, as theyrlate to
changes being wrought by the introduction of computer-based equipmet,

It is a day for frank discussion and thoughtful dialogue, A panel
will put before you seven issues that we find preliminary research iiicates
are critical. Then, we will deal with the methodological proilms that
research on office workers inevitably entails--problems ranging frualack of
comparability of ccoupational classifications, problems of gettingiwess to
research sites, problems of measuring the work satisfaction apnd proictivity
of' secretaries,

As we work %oward achieving consensus in our research recommgiations,
I urge you to keep two things in mind. First, consider the changuwrought
by word and data processing on the daily work lives of clerical worers. In
our discussions we should continually ask what.it is that womervant and
what they feel increasingly entitled to--such as good pay, more mbility,
challenging work, and occupational respect--and how does whagthey want
intersect with what is occurring in offices in relation to computir-basaed
equipment. Second, consider the need for policy development, Foréxample,
which issues demand a policy response at the National level, the ilate and
local level, or at the level of the individual firm? What researchikeds to
be done to inform policymakers at the appropriate level and how tn that
best be achieved?
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EMPLOYMENT PROSPECTS

Economist, National Commission for
Employment Policy

"There are two conflicting forces. The question
is: Will computér equipment be introduced so
rapidly and in such numbers that the forcea
leading to increases in demand for workers are
overwhelmed by decreases in demand for workers
becauae of the higher productivity resulting
from computer-based equipment?v

Over the past few years word processors have been introduced into
offices, automatic tellers into banks, and robota onto factory floors. Ve
have been told that this is just the beginning, and that the "office of the
future™ will have no paper or files. By implication, few typists,
sacretaries, or file clerks will be needed. Further, because of robota the
factories of the future will have few workers. It is important, however, %to
have an accurate scenario of the future demand for workers. Office
coccupations--the jobs in which women predominate--are being strongly
affected by computers. Educatlon and training inatitutiona as well as women
themselves need to know in which areas training is likely to pay off in
termz of Jjob opportunities.

In contrast to the bleak employment plcture implied by the offices of
the future, statistics indicate that there will continue to be a demand for
clerical workers. According to the Bureau of Labor Statisties (BLS), there
were 16.4 million clerical/administative support workers in 1983. BELS
projections indicate that a decade from mow clerical workers are likely to
number between 23.5 and 24.5 million, and will constitute about 19 percent
of gll civilian workers. Clerieal occupations such as bank tellers,
secretaries, typists, receptionists, amnd telephone operators are projected
to increase.

¥hy do BLS projections forecast increases in c¢lerical occupations
while others foresee few opportunities in the offices and factories of the
future? The firsat reason is that BLS projections consider economic growth.
Continued inereases in the demand for products and services will increase
demand for workers and firms that produce them. Second, the forecasts
racognize that technological change typlcally makes firma more competitive
in international markets. Thia increased competitiveness inoreases the

Computer equipment, of course, offsets the.forces which work toward an
increased demand for workera. The equipment permits workers to produce more
than they could otherwise: increased productivity.

So there are two conflicting forces. The question is: Will computer
equipment be introduced so rapidly and in such numbers that the forces

11 -
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leading to increases in demand for workers are overwhel med by decreases in
demand for workers because of the higher productivity resulting from
computer-based equipment?

To address this question we need first to look at the prices of the
different types of computer-based equipment. Robots cost $60,000 and up;
mainframes, about $1 million. At the other extreme, micros cost as little
as $1,500. Prices of the equipment are important because they in part
determine the rates at which firms will buy and use them. The more
expensive the equipment, the slower the rate of its adoption.

This point suggests a further question--will minis and mieros,
equipment used in offices, be adopted more rapidly than the more expensive
machinery that goes onto factory floors? A report sponsored by the National
Commission for Employment Policy, "Perpsectives on Technological Change:
Historical Studies of Four Major Innovations," sheds some light on this
question. The report isolates factors that serve to slow the rate of
diffusion of innovations. First, a period of gradual improvement and
modification in new equipment is usually necessary before it is widely
adopted. Second; uncertainties about technological standards and the
incompatibility of equipment may encourage potential customers to wait until
these problems are resolved. Third, competition persists from the old
technol ogy-~typewriters, paper, and telephones are still with us. Fourth, a
period of exposure to the new equipment, or learning by using, is often
necessary before its full advantages are discovered.

Bufore the paperless office of the future becomes a reality, a massive
netvrorx or infrastructure will need to be established within firms and among
firms. To illustrate thia point, electronic communication is only as
efficient as the number of offices that have the equipment and the personnel
fully trained to use it, and all this takes time. Of course, there mav he
rapid spread of individual stand-alone work stations, and the growth in
demand for typists may be slower than it otherwise would be. However,
revolutionary changes which drastically reduce the need for office personnel
are unlikely to occur.

In the meantime, for information on the effects of computers on jobs,
we must rely largely on (1) case studies, (2) what we have learned from
history about diffusion of innovations, and (3) employment projections such
as those of BLS. Data are needed on the speed with which computers are
spreading, how the equipment is being used, and in which o¢cupstiona it ias
being used. New information is required to dispel the Gurrent hyperbole
about the office of the future and to assure that public policies are based
on facts, not fiction.



QUALITY OF JOBS
Bonnie M. Johnson, Ph.D.
Manager, Office Syatems Development
INTEL Corporation

"fe have a S-year periocd that we can look at and
say, 'What happened to jobas during that time?' Tke
concluaions are many but one thing learned is that
the technology seemed to impact in a positive way
the self-image of people doing those jobs. . . .A
major reason why some people are reaistent to
technolgy is fear not of the technology itself

but of being stranded."™

First I will share some of the results of research I conducted between
1981 and 1983, with a grant from the National Selence Foundation, on the
implementation of word processing; then I will focus on a special program at
INTEL which provides equipment operators an appartuﬂity for continuous
learning.

The history of word processing, in terms of jobs, spans about 5 years.
Word processing jobs came into existence in large numbers in 1978 and went
out of existence essentially in 1983, as personal computers became so cheap
that instead of centralizing and creating word processing jobs, word
processors were aimply distributed to secretaries. So we have a S5-year
period that we can look at and say, "Wwhat happened to jobs during that
time?"™ The conclusions are many, but one thing learned is that the
technology seemed to impact in a positive way the self-image of people doing
thoae joba.

To examine the implementation of word processing, about 200
organizations were surveyed by telephone, 60 organiations by on-site visit,
and about 300 operators and maragers by mail questionnaires. The 300
operators were asked, How have you changed since learning word processing?
Eighty-one percent of them said that they were more likely to try new
things; they had come to think of themselves as more innovative. Fifty-two
percent sald they were more likely to meet new people. Fifty-six percent
sald they were more likely to demand a k*cher salary. Sixty-seven percent
of them said they were more career orientc. and they were more demanding in
seeking promctiona. Almost across the board they said that they thought
better of themselves since they had learned to use word processing
equipment. That was true of those operators in distributed settings as well
as those in word processing centers. :

We asked a whole series of questions about ergonomic issues--the glare
of the screen and backaches, for example--and found that their complaints
were much like the complaints of clerical workers regardless of technology.
The biggest complaint--by 43 percent of the operators--=was a lack of privacy
in the open offices. The second biggest complaint was a lack of storage.

The third--33 percent--was noise (also smoke), and tended to be greater for
- 13 =



People in word processing centers. The fourth biggest complaint was a lack
of desktop space. .

We asked operators: "If you were to seek another Job, what kind of
Job would you want? Would you want another word processing Jjob?" Eighty-
elght percent of them said, "Tes." We heard almost overwhelmingly that they
would naver want to return to becoming the traditional secretary.

We heard the views of a lot of women who, for the first time, found
that they had jobs of their own. They could control their work pace, and
being able to exercise discretion was a large part of their satisfaction
with the job. Essentially we found that learning werd processing seemed to
improve self-image, that the major complaints of space and privacy are not
new, and that the impact of technology was created moatly by the management
structure. Large centers (more than 5 operators) simply did not work out,
and the organizations disbanded them largely in their own self-interest,

Turning now to my experience of implementing word processing
technology at INTEL--an organization that never had word procesaing centers
--my major effort has been to create continuous learning centers. A key
issue iz that we have evidence which shows that yYou must invest as mueh in
learning as you invest in equipment. That is about $1,000 per year per
Personr. That is about what a personal computer costs. That is about what
continuous learning costs,

In the program at INTEL clerical worksars can get membership in a
continuous learning center. That means thut they can go once or twice a
month for continuous training. In many word processing centers people are
constantly learning and training each other. But when machires are
distributed a special effort is needed to encourage and ensure continuocus
learning. A major reason why some beople are resistent to technolgy is fear
not of the technology itself but of being stranded. So we have experts who
assist the operators when problems arise. We made a commitment to the
operators that we are there to support them, and we found that as long as
people think they are not going to be stranded, they will use the equipment--
and their job satisfaction will increase with it.

Finally, I want to stress the importance of career ladders. Change
takes place in organizations when organizational decisionmakers think it is
in their best interests. So if we do not have research that ties in the
qQuality of Jjobs, career ladders, and racial nondiscrimination polieies with
what companies have to gain in terms of the current investment and
productivity, we are just trying to push the ball uphill. Unless we ecan
show those kinds of relationships I don't think Federal policy is going to
get us very far at all,
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PAY EQUITY AND CAREER OPPORTUNITY
Judith Gregory

Research Asszociate, Department for

Professional Employees, AFL-CIO

"The point systems that are used for job evaluations
and for evaluation of skills are crucially important
because the intellectual problem-s0lving nature of
clerical work has traditionally been left out or not
given adequate attention in research., . . .%

Office computerization is occurring at a time when the momentum for
pay equity has been building. It is also occurring at a time when there is
attention on career mobility iassuea and what these mean for the long-
standing soclal goal of equal opportunity and affirmative action for women
and minority workers.

The four areaz on which I shall comment are:

© The intersections of pay equity and office automation, and the
research and debate on whether skills are upgraded or downgraded in relation
to automation;

© The critical importance of involving workers in their own
assessment of skilla, as well as worker representatives' assessments of
skills, in the research and ongoing evazluation of changes related to office
automation;

© The organizational setting and conditions of work, and how they
affect skills and career mobility:

© Career mobility and the importance of reinjecting affirmative
action and equal opportunity into the discuasion on women's employment and
technological change.

It is cruecisl to understand the intersections between pay equity and
office automation., There ia zeemingly contradictory research where one
study finds deskilling of clericii. work and another study finds upgrading.
More recent analyses describe a pattern of "upski;ling but downwaging." We
need to identify more carefully the technological level of the company and
of the programs being undertaken.

There are short-term and long-term effects of changes. While
deskilling may occur te an occupation or within the occupational structure
of a company, for individuals in that company the experience can be much
different, and can be one of upward mobility.

In response to the second area of comment, a more dynamic way of
involving workers in the research and evaluatien of what happens to skills
in computerization is by asking them: What were the skills they had been
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using and which of those were recognized by their employer and rewarded?
Which of those faded away and which carried over whep the job was changed
with new technology? Which of the new skills as well as skills thet carried
over are recognized and rewarded? This process can help to identify what
new skills exist and which are valued or reflected in a person's paycheck,

The point systems that are used for Job evaluations and for evaluation
of skills are of critical importance because the intellectual problem-
solving nature of clerical work has traditionally been left out or not given
adequate attention in research. This omission is one of the major reascns
for the chronic undervaluation of clerical work.

In the third area--the organizational setting and conditions of work-=-
studies show that skills and mobility of workers are very much related to
the latitude and support workers are glven. So the narrowness or breadth
and depth of training and whether workers have the freesdom and time to
experiment and develop skills and appiications as fully as possible on, the
new systems is oiosely related to skills and moblility. Researchers have
also identified as a problem the increased distance between the designers of
systems and the people involved with the content of work. This has been a
problem, too, in the physical separation of clerical workers from the
departmental context of work, as in word processing pools and other
specialized, isolated units. Again, this is related to the underestimation
of the.intellectual nature of clerical work.

The fourth area is that of career mobility. What the Jjob atructure i=
going to be in a given company and what the structure is going to ba for the
office work force as a whole is still in flux and is being debated.
Research on the insurance industry has deseribed a shift rrom previoua
barriers related to discrimination which held back women and minoritiea to a
new kind of technological encasing of barriers which threcten to reduce the
mobility for women and minority workers in that industry. This has been
described also as a skill gap or a polarization of the work force. An
analysis of research is needed to determine what the company practices are
in various settings that contribute to that gap or polarization--not accept
it as a technological imperative--and what company practices provide
positive models to keep opportunities open.

I have emphasized areas where technology is in flux, and I want to
point to a counter example where there is transition and flux but highly
developed technology in the phone company. Research that has been done by
the Coalition of Labor Union Women indicates that women and minority
workers, minority women in particular, are often moved into positiona that
may be transitional or may be vulnerable especially to further change or to
elimination. This presents s more troubling piece of the puzzle, a picture
different from the more fluid and optimistic points I have discusszed.
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TRAINING AND RETRAINING
Joycs Dudley
Assistant Director, Education Fund

County, and Muniecipal Employees, AFL-CIO

"Basicazlly, clerical workera are concerned about
having access to training, whether that training
i= brought to them by thelr work setting or whether
they have to go out and search for that training
themselves."

I would like to bring two perspectives to the diascussion. As an
administrator in a labor union, I would like to bring some sense of the
pulse of workers,; at least in New York City, and secondly, as a researcher
at New York University, I would like to express some 5f my thoughts on the
state of the art in terms of research and the impl ieations of that research
for training.

Let ua atart with clerical workers and what their concernz are. They
are concerned about job loass, about contracting out when that does occur,
and about situations where individuals are brought into their work settings
and trained in lieu of training currently employed clerical workers. They
are concerned also about seemingly unfair processes in selecting individuals
for training or the lack of selection processes for training. Basically,

training is brought to them by their work setting or whether they have to go
out and search for that training themselves. Thesae concerns may be
indicative of the fact that the implementation of office automation is in
transition and therefore some structures are not in place in work settings.

Office automation has basieally redefined the relationship of office
workers to their jobs, and this has called for attitudinal changes on the
part of clerical workers. They find themselves in settings that are in a
or their interactinns with other people, so they have to use other types ol
akills. It calls for proactive attitudes rather than passive or reactive
attitudes.

Note: Sineé the time of the conference, Joyce Dudley has assumed the
position of Deputy Clty Personnel Director, New York City.
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Now let us look at some of the myths that are behind some of the
conceptions that clerical workers and others have about office automation.
One myth is that word processing and computer technology are difficult. But
very often the difficulty relates to work setting issues and to the way
implementation ocecurs. Another myth is that skills required to do well in
office automation are gender related. This misconception may have arisen
from informal discussions about new types of skills that are needed in
automated office settings, and clerical workers assume that there are
certain gender issues involved in doing well in technologiecal settings.
This, of course, is not true. The third myth centers around technophobia,
Women are basically not so much afraid of technology as they are fearful of
what technology threatens to do to their Jjob stability and job security. So
the technophobia seems not to be a phobia in relation to the technology
itself, but to the implementation. Another eyth is that of'fice automation
is a ticket to mobility and a ticket out of a career rut. It is not always
a ticket out of that rut. )

What are the training needs? Research has shown that there are two
types of training that must occur. On one level there is a need for
technical training of people in specific areas of office automation, and at
another level there is a need for broad=based nontechnical skills training
required for automated office settings. We also need to train for
flexibility. We need to make it clear that training will not stop once
women 1=2frn the new types of work. Changes in the work =zetting brought on
by technology will continue. 1In addition, we need training that is
Ssensitive to the developmental and life stage needs of the trainee.

What i3 behind these needs? Clerical workers basically adapt to
technology in three ways. They adapt to specifie skills and tasks, to the
technology and equipment, and to work roles and enviromments.

A recent study by the Rand Corporation showed that the most critiecal
problem in implementing an advanced office automation syatem lies not in the
technology itself but in basic characteristics of the organization-~how the
organization is structured, how it responds to change, and how it considers
the human factors involved in office automation. Therefore, in training and
retraining women for new technologies, their ability to critique, evaluate,
and analyze their work settings is a critical issue. We have to train women
to be proactive, so that along with technological skills they have a broad-
based understanding of how office automation is affecting their entire
organization and what role there is for them.

What has research to date shown? Research has clustered around three
areas. The first area is in identifying the skills needed for succesas in
word processing. Studies have pointed again to two types of skills--=the
technical skills ineluding typing and the grammatical and language art
8kills; and the nontechnieal or human relations skills such as listening,
negotiatirs, interacting, and mediating skills. 1In the second area,
researchers have highlighted other human factors involved in the successful
impl ementation of a word processing program, including strong motivational
and attitudinal levels on the part of the wusrkers and a aupportive
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management base. The third area of study recommends that training programs
for clerical workers, whether in word processing or otherwise, should

There are some questions that we need to ask. For example, when the
studies outline skills needed to be successful in word proceasing, how are
they defining that satisfaction or that success? What is the relationship
between satisfaction in word processing and length of employment or the time
between the implementation of word processing and that particular study?
What do we need in order to develop more effective training programs? 1
think we need research that tells us how people adapt to technology at
different stages of the implementation process. The results of evaluating
Job matisfaction or the skills needed by word processors if the system has
been inplemented in an organization for only 6 months or 1 year will be
different from the organization that has had word processing for 2 or 3
yearsa,

We also need research that concurrently looks at personality and work
envirormental factors to clarify the relationship between the two. For
example, how does the perascnality type of elerical workers affect the
implementation and design of office automation systems? We also need
research that looks at the interaction between work environmments,
implementation models, and the worker personality characteristics. Finally,
we need case study research and longer range research to tap the individual
experiences of clerical workers during this period of rapid change.

At the community level, we need to disseminate information and
continue to have ferums to discuss the issues. As the Task Force on Women
in O0ffice Automation in New York City does, we need to take information out
to clerical workers, as well as to managers and supervisors in the clerical

clerical workers to make decisions on where they fit into the technological
scene. Office automation is but one amall part of the larger course of
change that is sweeping through the world of work at a rapid and steady
pace. When we think about training, we must do sec in a way that encompasses
this imporuant factor. We must train for technology, but we must also train
for those skills that will enable office workers to continue to adapt
comfortably %> change.
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EMPLOYMENT DISCRIMINATION IN TODAY'S AND TOMORROW'S ECONOMY
Thierry Noyelie, Ph.D.
Research Scholar, Conservation of Human resources
Columbia University

"hen EEOC firat addressed the is=sue of equal opportunity
it focused on opening internal labor markets to women
and minority workers to correct for past discrimination.
This strategy is losing strength, however, because the
importance of internal labor marketz is weakening for

two major reasons . . . the rise of higher education

and technological change."

There always have been fundamental linkages between trailning
opportunities and employment opportunities. The EEQC has traditionally
foeused on such linkages to develop strategies that can help women and
minority workers improve their positions in the labor market. Today,
however, the linkages are changing from what they were in the 1960's and
1970%a. The changes came from at least two major forces--the expansion of

higher education and technological change.

In recent years a number of researchers, including myself, have
attempted to understand what is changing in the way companies train and
promote people. My own focus has been on service industries, which have
been among the fastest growing sectors of the economy and are those where
the great majority of women and minority workers are employed. During the
1950's and 1960's the principal routes for mobility were through intermnal
labor markets, that is, through job ladders that were primarily firm-based
or industry-based structures. This was the case in both manufacturing and
service lndustries. In the insurance industry, for example, young workers
would enter as messengers, move up to statistical clerk or claims clerk
positions, eventually to policy taker or assistant underwriter positions,
and possibly even higher. 1In department stores, workers entering as stock
clerks moved onto the floor, perhaps became commissioned salespersons,
department managers, or even buyers.

When EEOC first addressed the issue of equal opportunity it focused on
opening internal labor markets to women and minority workers to correct for
past discrimination. Thia strategy is losing strength, however, because the
importance of internal labor markets is weakening for the two major reasons
I mentioned earlier--the rise of higher education and technological change.

In 1960 only 10 percent of the population between 25 and 29 years of
age had gone to U-year colleges. Today this share has risen to 25 percent.
In between there has been a radieal transformation in the makeup of the
labor supply and, in turn, a transformation on the part of companies in the
way they hire and in the way they promote people. In earlier years the
internal promotion procedures were used by firms to move "non-exempt"®
workers into professional and managerial positiona. But as larger numbersa
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of young people went to college, more and more companies responded by
hiring college-trained people straight into managerial and professional
positions, resulting in a weakening of the traditionzl ties between those
upper level jobs and lower level positions,

The other change, which is relatively more recent, has to do with the
introduction of the new computer-based techinology, which is having a very
dramatic impact on the division of labor. The thrust of the impact of the
new technology is on the middle range of the occupational structure.
Several things have happened,

Firat, what used to be different Jobs are often becoming more and more
similar as some of the tasks associated with them are computerized. For
example, the jobs of bank clerks working on electronie fund transafers,
insurance clerks working on claims, or ticketing agents working for airlines
are becoming increasingly similar even though they are in different
industries. 1In short, there is a tendency toward homogenization and
universalization of skills across a very broad range of industries., Skills
are becoming more generic, This is acting to push companies to externalize
training which is a key issue in achieving mobility.

A second observation is that technological change iz often leading to
some degree of upskilling if only because it permits elimination of the
lowliest jobs through automation. In back offices, for example, automation
has eliminated the need for paper files, hence the need for file clerks. In
that sense, automation has had a negative impact on youth, since many of the
tasks that youth did when entering an industry are the very tasks that have
been automated. In many back offices (insurance, banking, public sector
agencies, etc.) the threshold for the entry level has been raised, often to
a 2-year community college diploma or equivalent degree.

A third observation is that automation in service firms has opened
options for companies to move work out of the very large cities into the
suburbs or to smaller size cities., This has tended to have a negative
impact on the minority population which rezides overwhelmingly in the inner
cities of large metropolitan areas, Firms that are moving their back
offices are typically going to two kinds of areas: where they can link up
with a community college which will help them to prepare a new group of
workers, both young and old; and where they can already find a skilled labor
pool, typically in suburbs where they can hire middle-aged white women.
There are also examples of companies moving to areas that have very large
military installations, where they can hire retiring military clerks willing
to put in a few more years of work. These workers have limited expectations
due to their age, which is important because, as I said earlier, those Jjobs
are increasingly leas linked to opportvnities for upward mobility within the
firm.

To conclude, there is boti a sharp rise in the threshold of skills
demanded from people entering the new jobs and an increasing tendency for
firms to hire trained personnel directly from the external labor market
-rather than trying to train people internally. Hence we must figure out new
ways of linking equal opportunity in the workplace with issues of access to
and discrimination in education, particularly in higher education. Short of
this, the EEOC effort in the workplace is in danger of losing its strength.
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WORKING CONDITIONS: HEALTH, SAFETY, AND STRESS
Barbara Cohen
Research Paychologist, National Inatitute for
Occupational Safety and Heslth

"If organizations don't begin to treat their

support ataff as individual human beings instead

of as Jjust another part of the automated system,

the sad reality may be that we will experience a
great deal more stress-related illnesses among these
workersa."

Since the time of the ancient Greeks, philosophers have declared that
the mind and body are two separate entitiea. Soclety is still having a
difficult time seeing the mind and the person as one whole human being. If
there are any synptoms of illness we inquire, "Is this physical or
paychological?" We are not internally convinced that the two are =so
inextricably entwined that one cannot help but affect the other. But this
is starting to change as we are hearing more about the mind being used as a
viable method in combatting illnesa. The understanding and the acceptance
of this holistic concept is enabling us to understand what an important part
stress plays in our lives, from the quality of our livea to how long we
live.

Stress is a particularly important issue for women for many reasons,
not the least of whiech is the rapidly changing expectations of women's
roles, As we know, well over half of all women work in paid oeccupations,
and many work at home as well. At work they face all of the same stresses
as men do--the aggravation and hassles--but in addition they face atressea
that are unique to working women. ’

Aside from one's genetic makeup, women's poor economic status may well
ve the single most significant determinant of health and well-being. There-
are serious synergistic effects of not being able to buy nutritional food or
enough food; of living in a home that is unsafe or lacks enough heat; of
having poor access to health care; and of not having sufficlent time and

I have been speaking about womea in general but too often these
problems refer to clerical workers in particular because these workers (who
comprise about one-third of all working women) are typically in low income
bracketa. Many clerical workers are the sole financial support of the
family and two-thirda of married clerical workers' huabands earn under

$10,000 a year.
A big myth, usually characterized by the firat question I am asked

when speaking about office automation to groups other than office workers
is, "What are those ladies who are lucky enough to have a Jjob in a nlce
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clean office complaining about?" The reality of how clean and safe those
offices are is discussed in the book Human Aspects of Office Automation. It
covers many aspects of office automation and how they impact on a human
being.

Another myth. Office automation eliminates repatitious and tedious
tasks, freeing the office worker for more enriching tasks. The reality is
that in toc many organizations office automation generates more tedium and
Job fragmentation. Some office workers only put in data, and if they make a
mistake, someone else's job is to correct it. This kind of assectlvrline
production is not very conducive to having pride in the final product. The
workers have complained about feeling more like an extension of the machine
rather than 2 human being.

A third myth. Automatic equisment will increase productivity to sueh
an extent that clerical workers can then be promoted to more satisfying and
better paying jobs. That is posaible, but in most instances such promotions
have been sparse., More frequently, there has been a downgrading because now
the work is easier and former skills are no longer needed. In other
instances Jobs have been eliminated so that the worker lcsez her job to the
very machine that she just learned to maater.

Sometimes even inereased productivity is a myth. It is not that
automated equipment does not have the potential to increase productivity
substantially. It certainly does. However, there are many administrative
factors that defeat this potentisl. For example, because the changes are
perceived as so easy to make, people giving work to clerical staff feel free
to make more and more changes. So what occurs is the same paper getting out
more times, not more productivity. A final myth is related to this. It is
surprising how little many managers understand about the capability of the
equipment they have just purchased. They believe you touch a button here
and a button there and presto you have the report. They do not understand
that it takes skill to get tables and graphs, for example, to come out just
right on the paper. This is extremely frustrating for the clerical worker,
and it brings about misunderstandings between the secretary and the
supervisor. Because of the way many women have been &pcialized, rather than
express anger or frustrations, they keep their feelings bottled up which ean
be unhealthy. They also fear losing a job which they need very badly, and
that, too, is detrimental to one's health.

Studies indicate that clerical workers have a large percentage of
.muscle ache, tension headaches, depression, anxiety, and in a certain group
of clerical workers, increased coronary heart disease. If organizations
don't begin to treat their support staff as individual human beings instead
of as just another part of the automated system, the sad reality may be that
we will experience a great deal more stress-related illnesses among these
workers.
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WOMEN AND HOME-BASED WORK
Kathleen Chriastianszen, Ph.D.
Associate Director, Center for Human Envirorments

City University of New York, Graduate School

"Home-based work is less than ideal when pursued as
a compromise between earning a living and taking
care of the family."

=

he forces driving the development of home-based work in the United
States are strong. Current technology could allow millions of information-
based professional and elerical jobs to be done outside the central offiecs,
either at home or elsewhere. Corporate management has found that home~based
work is good for business, 1In pilot programas it has been found to lncrease
productivity, decrease office costs and staff turnover, and increase the
carporation 8 abilit.y tg attraat daairabla amplayaés. Althgugh thera are
cancerns af labar uniana, avarall the faraea are cagverging t.a create a
climate that is favorable to working at home. It is within this climate
that I want to talk about home-based work as an issue for women.

Yet tha saaia,l realitiea af the 1980'5 mslie :Lt éitrémély diff‘ii.'ult far thém
to earn a living and to care for thelr family.

Home activity budgets have shown that women continue to assume major
responaibility for the housework and care of the children, regardless of
whether they are working. These women also face limited opportunities for
child care. A recent repert by the Children's Defense Fund showed that
nearly 6 million children under the age of 13 who are in need of child care
currently are not known to have it. Yet, most of the women who now work not
only want to work, they need to work, and they need to find optimal
satisfying arrangements for combining work and family.

Home-based work which can involve computers and computer technology is
often promoted as an ideal alternative to these women., They can earn money,
and they can take eare of their children at the same time in the same place.
Yet, how ideal is home-based work for these women, and according to whom is
it ideal?

Although some articles in the preas point out the downside of home-
based work, by and large the work arrangement is promoted as basically an
optimal way for women to work and take care of their children. The Federal
Government has promoted home-based work in several ways, one of which is the
Labor Department's efforts to 1ift the ban on knitted outer-wear made at
home. A bill, the Family Opportunity Act, has been introduced in the 98th
Congress which would give tax credits for home computers that are used for
either work or educational purposes.
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Underlying the promotion of home-based work are several assumptions.
The first assumption is that women want to work at home to eare for their
children. This shows up conaistently as the main reason why women are
working at home, but I think we have to place this "choice®™ in the context
of the social realities. What are women's alternatives? And how much do
they want to work there? A recent study iladicates that as the number of
children decreases, the number of hours a person wants -to work at home
increases; as the number of children inereases, the number of hours f;hat a
Person wants to work at home decreases. This holds for elther sex.

The second assumption is that women take care of their children while
they work. My research strongly indicates that most women do not. They
tend to work when their children arae asleep or gone. If the children are
awake and around, clerical women take care of their children while they
work, whereas professional and managerial women are more apt to use
supplemental child care. Is that because clerical women want to take care
of their children while they work? Is it because the atructure of their
work makes it easier for them to take care of their children? Or is it
because they do not make enough money and have no other options? As a
corollary to my research, amother study of over 90 women who work at home in
either sales or office-related work found that there were two major
determinants for women's satisfaction of working at home. One was the
avallability of a separate work Space, either a desk or an office, and the
other was the availaiility of adequate, affordable child care. These women
were satisfied working at home to the extent that they could draw on other
types of chid care, either from family members, day care centersa, or
babysitters.

The third assumption underlying the promotion of home-based work is
that women like it. They like it better than not working at sall. Women
say, "I like working at home. It is better than not working at all, and it
is better than being a full-time homemaker.” For a comparison group, these
women look to homemakers not to women who work outside the home.

Another point that makes it somewhat questionable as to how well
women like working at home has to do with how they interpret their
experiences. Studies have found that women who work at home experience more
social isolation than do men who work at home, and the speculation is that
this is because women are more likely to work at home as a compromise
between child care and ‘earning a living, whereas men may be working at home
more as a lifestyle preference and as an expression of a certain personality
type. Another point has to do with the fact that stress is a major cost of
Working at home, and its intensity seems to be associated with the degree of
family responsibilities.

In summary, home-based work is less than ideal when pursued as a
compromise between éarning 2 living and taking care of the family. The
women oftentimes feel isolated, stressed, and, if they are professional
women, as if they are sacrificing their career. The research also explodes
the myth that women can work at home and easily take care of their children.
Research of every type is needed to anawer sguch questions as: Who is
working at home and under what conditions? At the micro level, in terms of
their own psychology, how do they feel about it? What kinds of stresses do
they experience? At the macro level, how vulnerable is this group in terms
of pay and other working conditiona?
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"The strategic issue . . . for clerical work is to
envisage what are the potential divisions of labor."
Faye Duchin, Institute for Economic Analysis, New
York University.

I would like to make two points--one about Job prospects and the other
about the division of labor, which I think is one of the strategic issues.
With respect to job prospects, I corroborate the impression I have given in
my work that by the year 1990 we will ‘probably have more clerical Jjobs than
we have today. PBut my study also goes on to the year 2000 and finds that in
the 90's, while we have been very conservative in our assumptions about
technological change and we assume lots of growth, there will be &
contraction rather than an expansion of cleriecal workers. The reason for
this forecast is very concrete, because not until the late B0's are we going
to see the stand-alone automated office equipment absorbed into integrated
text and data processing information systems., That change will disrupt the
kinds of functiona that are used in an office, and that gets into the
subject of the distribution of labor. What is involved here are the tasks
that are carried out not only by clerical workers but aslso by managerial
workera and by computer professionals, One purpose of a course I teach
about computers in the School of Public Administration iz based on the
percepton that even if managers are not going to be working with the
computer they need to understand information systems; the managers will be
able to do for themselves the tasks that computer professionals would
provide. The strategic issue, then, for clerical work is to envisage what
are the potential diviaions of labor.

"The same characteristica of technology that make

it possible to work at home also make it possible to
work outside the United Statea." Vary Coates, Office
of Technology Assessment.

I would like to add a couple of issues to the agenda. One iz that the
same characteristica of technology that make 1t poasible to work at home
also make it possible to work outside the United States. The export of
clerical work ocznm be done overseas in the Caribbean countries where there is
very low pay but English-speaking workers. It is already going on to a
small degree, but it could get to be important in the future, and there i=s
almost no empirical data about what ia happening. The second issue 1s the
differential effeats of technology on older women clerical workers. To what
extent are they not gaining equal access to training opportunities? What
happens to the woman who is doing work at home on a computer, usually piece
work? Does she have a benefits plan or is she going to be one of a new
clasa of disadvantaged people when she reaches retirement age?-- because if
she cannot afford child care she probably cannot afford an IRA either.
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"The issue of labeling office workers who use technology
needs to be explored. People who are skilled machine
operators might consider calling themselves that."®
Margrethe Olson, Professor, New York University.

An item for the research agenda that was alluded to is potential
changes in supervision of jobs. It is critical that we look at the types of
measures that are coming out of technology, and the potential to move this
technology to piece rates. Another issue is electronic monitoring. An
important issue directly related to that is the technology itself and the
way 1t is designed. We have to question some of the value systems that are
designed into technology that permit it to have capabilty for electronic
monitoring and excessive measuring. In certain Eurocpean countries these
types of capabilitiea are 1llegal.

I have two more observations. The labeling of office workers who use
technological equipment needs to be explored. People who are skilled
machine operators might consider calling themselves that. I am not sure
what xind of implications that would have, except that it would tie skilled
machine operators in offices perhaps to skilled machine operators in
factories, where people are paid substantially more for being a skilled
machine operator, The other observation relates to the kinds of offices that
clerical workers are in, such as insurance and banks. Some officea tend to
be very low in status within organizations. They are way down in the
hierachy, and the office itself has no power. Other office clerical workers
are in jobs as support people in higher level offices that may have
professional or managerial people, and they are the low status people in
those high status offices. Those offices may be concerned with satisfying
the needs of engineers, writera, or other professionals, and the needs of

clerical people simply are not taken into account.

"In a study on garment workers . . . women who used
12 needles on the machine were still called unskilled
vorkers." Charity Goodman, Conference Co-Coordinator,

Women's Bureau (Consultant).

In reference to the machine and the factory--in a study on garment
workers that I did, I found that the women who used 12 needles on the
machine were still called unskilied workers. I don't think the i=zsue is
Just factory versus clerical. I think the issue is what happens with the
labeling,

"We need to look at the entire functions taking place
in any particular work setting and how those functions
are likely to be distributed." Barbara Baran,
Department of City and Regional Planning, University
of California, ' :
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When we address the issue of clerical vork wethould pull back —from
just talking about clerical work and start to look at the transformatior= of
white-collar work in general in an offiee place. Iam looking at the
insurance industry, sad one of the important things going on there is  the
automation of professiomnal work, What that means, in part, is decre=ased
mobility for women in those companiesa. Becazuse low=level professional w=Jjork -
is disappearing, low level clerical work is disappesring also, so on ==ome
levels there is a generalized upgrading of clerical skills, We need to Tlook
at the entire functicas taking place in any partiocularyork setting amd how
those functions are likely to be distributed.

®, . . We want to be careful not to second guess what
an individual woman worker may like to do. Ifit i=
not an ideal option, maybe it is the pr*efarred option,
Ideal may not necessarily mean the best but beiter than
what else is available." Kristine Iverson, U.S, Senate
Committee on Labor and Human Resources.

One ecomment on the homework issue-=-apd this you can intergoret
generically. In trying to determine what is an ideal situation for ws—omen
workers, we want to be careful not to second guess wht an individual w=oman
worker may like to do. If it is not an ideal optiomn, maybe it is tie
preferred option. Ideal may not necessarily mean the best but better - than
what else 1a available., We are talkipng about creating opportunity. So wwhen
we talk about quality of work, I think it is extremely importani tu fa=ctor
opportunity into the discussion, but I think we want tobe carefnl =t~ut how
we factor it in to avoid making judgments on what individual won~n wWorz=kers
might prefer relative to what else is available.

"My concerns are that homewerk not be promotel, . .
in lieu of other alternatives." Kathlecn Christensen,
Center for Human Enviromments, City University of New

York.

I agree that homework is an option, and I agree that within o-sther
alternatives it will probably be preferred by many women. My cohcerns are
that homework not be promoted without critical examination of what - the
effects on the women are, and that it not be promoted irn lieu of o¥Eher
alternatives., The reality is that women are going towork at home, & nd I
think any attempts to say, "no they cannot," are unrealistic. I think WEhat
we have to go in two directionz--one of which is how canwe best protect  the
worker in the home under a variety of conditions and ho can we also crem=ate
other alternatives so that women's choices are not & constrained as - they
are now. I am not against homework. I am for other dternatives for mazking
it the best condition possible for women when they do wnt to work there -.

"There are areas which have had a management
explosion--an explosion of lower management and
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lower levela of supervision that are predominantly
women." Karen Sacks, Research Director, Business
and Professional Women's Foundation.

I want to follow up on an earlier comment. As the insurance industry
seems to have an absent middle, there are areas which have had a management
éxplosion--an explosion of lower management and lower levels of supervision
that are predominantly women. If you look at the kinds of work that these
Women are actually doing, much of it is elerical work, and to a certain
extent they seem to be replacing clerical workers. This relates also to the
point about channel ing labor markets. We are finding that these kinds of
developments are adversely impacting on minority and working class women
across industries in a much more severe manner than they had bafore,

"If the training particlipants cannot spell and ean
hardly type, and are not used to coming to work on
time, it doesn't make any difference how magic the
machine is." Howard Jenkins, representing
Opportunities Industrialization Center (0IC) and
OneAmerica Corporation.

My first comment concerns training that is not only technical but al so
broad based and nontechnical in nature, and that relates to the work situa-
tion and human relations and motivation. If the training participants
cannot spell and can hardly type y and are not used to coming to work on
time, it doean't make any difference how magic the machine is. So there is
8till a great need for the nontechnical approach to training. My second
comment: In the training at OneAmerica we try to instill in clerical
workers the importance of their role in using the machines so that they are
not strietly taking handwritten materisl and transposing it on the machine,
but that they may feel there is a better way to structure the letter.
Perhaps a small business would be a good place to have the initial training,
because we have the time and the incentive to take entry level persons and
train them. Hence they will have the loyalty to stay with the company and
we can help them grow, So I am promoting the training aspects of women in
the field of automation.

"I don't think bringing homework back does this
country any good or especlally the women any good;
I don't believe it is a viable or desired option."
William Hoffman, Professional, Technical & Salaried
Conference Board, IUE, AFL-CIO.

The industrial revolution didn't start yesterday, it started some time
ago. We have spent a lot of time doing away with homework, and now there
are people trying to pass bills to bring it back to the home. I don't think
bringing homework back does this country any good or especially the women
any good; I don't believe it is a viable or desired option.

1
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"What we have to look gt is not only the conditions of
automated offices within the home but also the nature
of clerical work within the factory setting."™

Eileen Boris, Department of History, Howard University.

I =wfant to address the issue of homework in a alightly different way,
that is, +the interrelation between electronic homework and autemation within
the of- f¢e setting itself. What we have to look at is not only the
conlitiomzs of automated offices within the home but also the nature of
elerical . work within the factory setting. It is that interrelation which,
historic=ally, the various regulations were fought against for factory
stindarcda. We also have to be concerned about the impact of women's work
within t=he home in terms of women's positions within society, and the
agsgeclat=1don of women with home and children to the very options women have
within tkae automated factory.

®. . . In virtually every sector, regardless of what
skills are required to do the job, employers want
broadly skilled workers . . ., ." Timothy Hunt, W.E.
Upjohn Institute for Employment Research.

In trying to place dislocated workers and minority group people in
State ancaX local jobs in the Michigan area, the surprise, in 1984, was that
the pubL. ic sector was not necessarily receptive to hiring these people. So
Whit is ssoing on in the insurance field and other industries is also going
onin go-vermment itself. Here, too, the employers want workers with higher
skills, mmore abilitieas. They would look at the qualifications of these
wgrker—a and say basically, "we don't want them."™ Apparently in virtually
eviry se=ctor, regardless of what skills are required to do the job,
emloyer—= want broadly skilled workera to fit in with the offices and to
galn some> assurance that the workers are going to stay in those jobs.

"Black women particularly come to , . . techniecal
change from a historical position of aspiration, not
of last resort which is the way the white middle claas
has approached clerical work." Mary Fillmore, Chestnut
Hill, Massachusetts.

I mope that people will be mindful of the differential impact on women
of wlor of all the issues that we are discussing. Black women particularly
coms to +this whole business of technological change from a historical
position of aspiration, not of last resort which is the way the white middle
clas hase approached clerical work. So I think it is really important that
ve keep t=hat foremost.

MClerical workers . . . are unhappy that the skilla
they are acquiring in computer-related tasks are not
reflected in their job categories, either toward pay
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or in terms of their title.n Valerie Carter, Gradute
Student, Department of Soeioclogy, University of
Connecticut,

I would like to raise the issue of ray equity and how it relates +o
oz-ffice automation. It has to do with Job categoriea, A number of clerical
wesOrkers that I have talked with in my preliminary research are umhappy that
tEhe skiils they are acquiring in computer-related tasks are not reflected 4An
tEheir job categories, either toward pay or in terms of their title, Uptil
tEhe pay categories and job categories are revised to reflect those change s,
tEheir skills are going to be only informally recognized by office status.

"In the support for homework as an alternative for
women to work at home, we must be careful that it
does not detract from major efforts to cure the real
problem as I see it=-a lack of quality day care.vw
Dennis Chamot, Department for Professional Employees,
AFL-CIO.

One of the things to keep in mind as policy options are mde is that
ti=me options are stated in such a way that they do not detract from other
ac—tivities. One example is the question of homework. Whether there is or
i== not a need for it has been discussed back and forth. We camnt ignor-e
tE=e historical realities of why certain work has been banned in the past,
ard we should not ignore what is happening iu the foreign experiente, which
ha=as not been discussed very much. For exampl e, the Swedes are developing =n
emxormous system of quality day care. They have a very large perdéntage of
tkmeir women working, not Just in women's joba. Why can't we do that here?
Iz the support for homework as an alternative for women to work at home, we
mE=st be careful that it does not detract from major efforts to cure the reml
pr—=oblem as I see it--a lack of quality day care. :

. "The kind of research suggested will a2llow us to
rethink things, not the least of which is invisible
labor.” Benjamin Amick, III, Office of Technology
Assessment ., ’

One important question is, How do we articulate the type of gpproach
thz:at is being championed with a broader national public policy? Thekind of
re=3s8earch suggested will allow us to rethink thinga, not the léast of which
is : dnvisible labor. How we draw up a Job description has tremendois import
Foer comparable worth and pay equity, for racial equity, for gemder equity ,
as - well as for redefining productivity.



INTROIITION (==ZF KEYNOTE SPEAKER
(lintonr= M. Wright
Deputy jirecto==, Women's Bureau

"We see in her yk all = indications of a strong
professional comitment npot only to her subject
and its new maditery b—wit more important to the
people who use (¢ mach_dnes."

What I have already exprience—<d here today is almost unbelievable for
me, and I know there iz muh more= to come. I express thanks to all those
persons at the Academy andi the Bureau who worked very hard to bring
together this conference, 7Ty We - Are realizing the fruits of their labor.
But even more important we hwe grea _t expectations that today's input and
output from all of the partidpants —sill bear fruit in the days ahead.

You have been invited {)idemt- Zify the major issues primarily because
of your expertise, and algy beca=ase of your concern and commitment to
working women. I know that tils 48 not an easy task, but a credentialed
group such as yours 1s decliiedly u=p to the job. You include women as well
as men. Some of you are schilars werho are doing ploneer research on the
subject of women and computertased —Lechnology. You come from academia, the
corporate world, unions, womy's advesocacy groups, and government agencies.
And I am pleased to say thalwr kerwnote speaker has had experience in most
of those areas.

Dr. Eleanor Wynn hasippress=sive skills that she has acquired and
applied in a wide variety o sett_-dAngs. She is an expert in research,
planning, and evaluationof tesm:hnical office systems. Indeed, her
experience includes those ¢f reSeam rcher, educator, anthropologist, and
international affairs speclalist, SKBhe 1s a prolific writer whose works have
been published widely in twhnieca_ 3 Jjournals. We see in her work all
indications of a strong prof@siona=3i commitment not only to her subject and
its new machinery but more imrtant=z to the people who use the machirnes.
Ordinarily the users are wuen, ommir women, the women the Bureau exists to
serve,

Note: Since the time of the (nfererwace, Clinton M. Wright has retired from
the Women's Bureau.
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EEYNOTE SPEECH

OFEIR AUTOMAZATION: A BRIEF HISTORY OF THOUGHT
Eleanor Wynn, Ph.D.
firket Atcmalyst, Bell Northern Research

wCofipiltrizaticon does not mean a change for the worse,
on thewntrary~7, it can be enhancing to the tasks
thefigiies and to the people doing them. However,

it hasless cpha=mnce of being a net improvement to

the ominizaticeon if the degree of 'granularity!
heedeifor angl . ysis, that is, the level of detail
avalldle to thame task worker, is ignored.

IwouZTAd 1iKeh prese=mt some of my observations made over the last 9
or 1lyeax=32 of meriepns ce with the subject of society and computer
techinlory . Mayy ofmy thotmaghts have been reflections on how other people
2elpy to F:nink gt thisss subject: the ways I saw participants in office
aytontion, both velbra apd@ "users," attempting to conceptualize a change
of ths magsznd tyde,id tryl=ng to devise strategies for managing it to their
agvatisge, v¥hat ¢ #v conge=rned me as an anthropologist, because it has
be&npppar—ent tm the Tl ack of sociological scope and theoretical
Pergmtive the Pultef part—iecipants bring to a major social transformation
like his i== a Jimiition onm effective solutions. At the same time, most of
the pple ®tbat I e obsexrved have clear and valid views about events
clogito tkaem, Pytlhey Bivwe themselves too little credit. So, much of the
Corlig sense= that liavailabiole to be applied is neglected. In other words,
in stiwptizng to coawptvall ize about social issues relating to technology, I
Deve weh nE=apy pavthipapts - leap to poorly formed high-level concepts, while
2t th saxae Limefallinese to credit their own and others' first hand
obsemtions== of wWorlkrelated Z details that they really know about.

lnceentuadfzadlon 18 4 = major issue in every aspect of computerization.
Firsto al¥E., copburizatioien is totally different from mechanization, the
Préayius temchnolo) revolmution, in that mechanization was almost "all
Daretive, ¥ werbaresy tnputeriz_zation places a major emphasis on software. In
Bardure, <pte¢ thelle 18 cz=ast, the organization is constrained both by its
physinl exEE. stexnce i 1t8 ozeriginal design. Software is concepts. Although
thepriire c2leayr wihine~ba=ased limitations, software allows an incredible
varl.ly of E>lany anldeaifns =, and it can be changed.

Note! Sinc=e the the of t=he Conference, Dr. Eleanor Wynn has been
a3sQdited waritp Prain Intex rscience, Inc., a communications consulting firm
in bah Alte>s, Califmia,



In considering the workplace, a set of concepts about what is done
there and how it is dome must be translated into software concepts to be
implemented in a program. This is a critical juncture, and yet the method
for doing this conceptual transfer is not at all a clear science. How a
manager, a systems analyst, or a technical person approaches a task in order
to analyze it is a situation with concepts already built into it. Certain
realities appear to be self-evident, which are in fact prejudices or
assumptions that need a careful examinaticn in light of the task. Yet it is
often the case that the task itself and the person performing the task are
not examined in enough detail to replace the assumptions with real informa-
tion. So the great potentialities implied in the flexibility of software-
based work design are often underutilized.

One conceptual problem that arises in computerizing a task relates to
how the task was perceived prior to the attempt to redesign it for computer-
based routines,. Many of the tasks and routines performed in large
organizations are based on a package of unrecognized skills provided to the
organization by the worker. The organization unknowingly has relied heavily
on the social background and implicit problem-solving abilities of its
workers, even in some of the most routine clerical tasks, to £ill in the
gaps in its formal procedures. In this way the procedures were made to Fit
with the varying situations encountered in the process of doing business.
Because of this, it looked as if the procedures themselves worked. 1In
interviews, clerical workers. have described the common sense things they do
te work around a procedure as "illegal" or "cheating"; yet their activities
caused a smoother flow of work and a timely completion of sequences that
enabled the organization to meet its own performance objectives.

Once computerization arrives, many aspects of a task must be made more
explicit. There is a belief that the procedures, as written, work. This is
partly because they have been made to werk in the past. The results ecan
take a number of forms; inflexibility is one well-known example, Suddenly
the structure of the paper record is tranaferred to the process that
produces the record, allowing far fewer varieties of actions than had been
the case in the past.

When I first worked on office automation and its social impl ications,
my intereat began with social interaction and its effect on the
communication of work-related cognitive information in the workplace. As I
examined the conversations of clerical workers, I fcund that an enormous
amount of procedural and status detail was being communicated along with
more personal content. ‘Although functionalist analysis in traditional
sociology has broken these two elements and some other "functions™ out as
separate components of a task-oriented event, I felt that it was artificial
to isolate the "task-oriented" cognitive activity from the "affective"
social activity. 1Instead, I showed in detailed conversation analyses that
in cognitive work the social enviromment is in sssence the medium by which
information is conveyed. The functionalist anmlysis implies that the social
enviromment and its information aspect can be separated from each other.
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Moreover, I found that there was amiguity in tEae events that
presented themselves from the world outside the organizatiesn. A regular
flow of "nonstandard" events required cleriul workers to Zinterpret these
events from their common sense 50 as to mak sense to tExe procedure.
Clerical interactions involved a good deal of identifieca ¥ion, labeling,
reconstruction of partial event histories, and,of course, lescating fields
on forms that would best fit cdd facts that came in. Jeast one simple
instance: the form asks for a delivery addres, The equipoment is to be
delivered to a barge to go to Alaska. Thelirge dock lo>cation is not
predetermined. A phone number must be used, fiwre does the phone number
go? It is not an address in form but it is te functional =x-eplacement for
the address. This may seem minor, but it mustle recalled =hat the order
cannot go through without a Eﬁmpletgd form. Te form has t«> be actionable
in the precise terms the system expects. It fspssible that the procedure
will reject a telephone number in an address wlot, or again, it is posaible
that it will reject a form with an empty addres slc:t.

Someone at some point has to know potto send the exguipment to the
phone number, but instead to call the number, In the latte=r case, where
would the phone number go, how would Someoh¢else figure owat how to anter
later the address once it is known? Such miroscopic, ye=t legalistie,
questions come up on an hourly basis in mayclerical off =fces. In other
instances, clerks were dealing with partial infination, recorastructing from
the forms and the content on them what the origmnl context mE ght have baen,
and then deciding on actions to take from that pint.

In the case of customer service, the bgresentative mezst deal with a
constantly changing history of prices th:at apblid at the time= of the order
that is being adjusted, or of special categrical pricinss arrangements.
Customer service problems almost by definition do not fI t the normal
procedures. Therefore, the competent custone service representative must
hold in her/his mind a set of patterns of ponstmlard events from the past
that will provide clues to tracking down the sowrces of new pr~oblems,

Many administrative jobs, especially onesiwolving cli_ents, require
major hand-holding skills called Ypeople =kiil,” Alternat¥E vely, they may
require negotiative skills in dealing with counterpa > ts in other
organizations and persuading them to do someting that will facilitate the
execution of procedures or the timely perfomnice of acti ons the other
person is not required to do. Theae skills, which X observed in
conversational analyses, also came up in later wrk i did on <field testing
of work stations. 1In the interviews useq fothis work, I asked clerical
workers in a sales order entry office what skillsthey felt w ere essential
to their jobs that were not named in their jobkscriptions. I asked these
questions over a period of a few years to peraps 200 cler-dcal and some
professional workers. The responses did notiiffer that m=mch between the
two. Organization of one's tasks and "pagjle skills®™ -=vere the two
universally named characteristics, regardqlus of whethex the job was
apparently structured and regardless of whetler 1t appe mared to be a
paperwork job.



What iz often missed irr %the attempts to do task analyses for
computerization is the evaluss tion of these components of Joba. This is
disadvantageous to the working r>erson whose Job ia under analysis and it is
a disadvantage to the organizat=4ion. It is possible that the computer-basaed
environment can accommodate the=se facts in some fashion, but firat “hey must
be acknowledged. Moreover .. the work design that results from this
accommodation is likely to be @ ifferent from the one that ignores t.io0se
facts. What also came out irr the interviews is the extent to which the
scelal and cognitive comporaents of Jjoba go unaccounted for and
unacknowledged. There is a di ssociation, which many employees have become
accustomed to, between what i== actually done and what is recognized as
valuable,

People are immersed in the=ir jobs for most of their waking hours and
try to "make sense of" and or-gZanize their intensive enviromment. Because
the employee carrying cut a tasl= best knows the ins and outs, peculizrities
and exceptions, as well as +the statistical probabilities of certain
recurring situations, it is a los=s to the organization not to avail itself
of these details in engineering = change of technology for that task. It is
also a loss to the employee in c=ognitive conzistency of their world and in
other rawards, however personm=1, they may have received from being able to
negotiate their way through thel = tasks.

Computerization does ot mean a change for the worse. On the
contrary, it can be enhancing t«> the tasks themselves and to the people
doing them. However, it has l-=3s chance of being a net improvement to the
organization if the degree of Yexanul arity" needed for apnalysis, that is,
the level of detail available o the task worker, is ignored. The reasons
the employee's point of view ma~w be ignored have to do with some of the
conceptions referred to earlier. One iz an assumption about the task and
the person doing it that equates pay scale, level in the organization, and
formal credentials with raw ixtelligence and the ability to reason about
something close to the person's e=xperience.

Beyond the assumption abeut people and tasks, there is an assumption
about how to do research. =clentiasm is rampant in bureaueratiec
organizations, presenting a major victory of form over substance in
information-gathering. Certais= notions about the validity of peoples!
statements appear to have been carried forward from earlier generatlions of
paychological research, I can fE nd no other way to explain the prejudice
against taking a person's asses=axments at face value. This belief dmposes a
dissociative distance upon resear~ch that discredits the most reliable source
of information, the participarmt. It seems to be believed that distance,
rather than proximity to a proble=m or person, createa more truth about it,
In fact, it is greater detail, which comes from greater proximity and more
natural interaction, that present=s the most useful information about a task.

Although much valid psyeEaological research has been done in large
organizations, and this disciplirse is preferred over the social sclences per
8e, there is a trap in the psychc»logical focus. The trap is that this focua
portrays an organization as a col lection of individual payches rather than a
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social group. It tends to treat the views of these individuals as highly
subjective, that is, as having no reliable basis in reality. There is a
tendency to focus on people's "attitudes"™ as totally subjective entities,
implying a lack of adjustment and maturity, should these attitudes not favor
the program. My preference would be to start by regarding the participants'
points of view am practical concerns and reactions to real situations,
rather than gloas over them as "reasistance,”

There is an important difference to be drawn here, since I appear to
be saying that low-level employees reason and that management and analysats
have "attitudes.® This difference has to do with the smount of exposure to
the subject in question. I am asserting that an individual of average
intelligence reasons competently about things that are dally practical
concerns for him or her. This same individual is likely to hold unexamined
assumptions about those things that are remote from daily activity. 1In
office automation, I have seen management and consultants attempting to
reason about tkings from which they are remote--someone's daily tasks--while
ignoring that person's view of her/his tasks.

I have wome across another aymptom of the lack of clear conceptual
focus in reference to the category of pecple using computers, That
vagueness 1s demonstrated in the range of values represented in the term
"user"--the industry's word for both individuals and collections of people
who use the equipment. Three different entities are being referred to by
the term "user," entities varying greatly along dimensions of power and

accorded ability to speak for their own interests.

First, the organization, meaning the whole company, is a user. This
is the sense of user that is meant when a market analyst is asked to go out
and find out what the users want. These users are taken seriously. What
they say they are and what they say they want are likely to be accommodated
in vendors!'! offerings.

Another level of user is a department. Departments have the power to
make a case for themselves and negotiate, bu:t they are subject to overall
"syastem" mandates. Industry journals frequently exhort in editorial columns
on the need to "pay attention to the users' needs." By this they mean that
data processing centers should stop having such a pure technology focus and
get more of a business focus, that is, pay attention to the departments.

The least understood and least represented level of user is the
individual who actually uses computer-based equipment to do = nondata
processing Jjob. Even within this category, there are inequities based on
level, since the professional now has discretion in many large organizations
to select personal computing equipment, or not to. The level of wuser this
conference is concerned with is primarily the person with the least power
and voice to articulate her needs or even describe her own tasks, and who
tends to be observed through the agency of third parties rather than
directly taken at face value. Thus, this user is most in need of attention
from qualified researchers.
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Since the actual users of computer-based equipment are represented, if
at all, through third parties, I would recommend a highly qualitative and
1nvalved approach as one key method of relaying this user's concerns. This
information can then be integrated into a new job design or system
representation, which may be different from the old one but will contain the
essential functional elements. Another alternative is for organizations
themselves to involve theae users more, not so much in selecting equipment
as in providing perapective on the tasks that can come only from them.

What would be the purpose of doing things differently from the way
they are presently being done? Like any other entity, a large company's
first objective is survival, and with the widest possible margin of safety.
So it is to this interest that we would appeal to in asking for a different
approach to understanding the implementation of technology. This different
approach iz in the interest of the organization, because it concerns the
organization's appreciation of its own workings. The point I am making is
in some ways a philoscphical one., Organizations would be required to
redefine themselves, to examine themselves and their own detailed inner
workings much more carefully and in a different way in order to automate.
The reason is that there have been implieit, informal, unacknowledged
processes working in their behalf that they have not had to account for
previously, because these things took care of themselves out of the scecial
and cognitive capabilities of their empioyees. When a change of means is
under-t—akan, thgse pr-mzessas may be interrupted or altered It is ther-efara

traded off as préeisely as the athar valués that more cammgnly find thef,ir-
way into corporate decisien models. A much more sophisticated level of
research is required to meet this objective than has been the case in the
past.

Volume also helps. The isolated case study or survey, done out of the
context of a body of research, or of an institution or professional
association to critique the ideas and results, does not advance the state of
knowledge much. On the contrary, it can lead off on some odd track or put
new myths and mi=zconceptions into eirculation. Moreover, it is easy to
discredit, There it is appropriate for qualified social science researchers
from major universities to involve themselves in this arena, if only to
crreate some critical mass of work and thinking.

Speaking to those professionals who want to be a part of this general
research effort: you have to speak the language. Rhetoric that does not
appeal to the interests of buasjness is easy to discount. It is virtually
imposaible to go up against a tide as large as the technological and
economic forces moving automation. But at this point it is not 30 difficult
to direct it as it might seem. This is because the industry and the user
organizations themselves experience so many uncertainties in pr(cisely the
areas Wwe have been dlscussing. Only from their perspective, the quesation is
how to recover the investment in automation. These two apparently opposite
interests of return on investment and working person's issues do converge at
places, and it is in the interest of all to locate those points of
convergence,



I realize that the cooperative model represented here looks naive to
some, For inatance,; 1t can be said that employees do themselves a
disservice by passing their work knowledge over to the corporation. My view
is that the interaction in itself is more likely than not to be beneficisl
in creating a bridge between levels in organizations and producing more
appreciation for adminiatrative taska. For now I will reast with the
assumption that a cooperative and mutually beneficial change is posaible,
and that what I have said pointas to some simple and yet "radical"™ means of
carrying it out. What is "radical" is a different way of attending to what
is invisible and yet obvicus all around in the organization: its human
intelligence,
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WORKSHOP REPORTS

Workshop I. Macro-Level Research on Clerical Employment Issues

Research Issues

Interest at the aggregate level focused on the question: In what
areas should we be moving, beyond case studies in insurance and banking, to
help aggregate studies? Participants suggested the following areas:

State and local govermment
Health care

Self-empl oyment

Temporary work

Hultipie Job halding

Qo000

© Case studies should be more focused and should provide more data
intelligence across disciplines. For example, as a part of field work,
there i=s a need to collect information that would include an economie
framework. One of the ways to avoid losing knowledge from the fieldwork is

to develop a standardized format that scholars could agree 1upon acrosas
disciplines.

o There 1s a need for intermational studies so that the United States
can begin to explore what is occurring in the rest of the world. What is
going on in the rest of the world, however, is not necessarily indicative of
what can or should be done in this country.

© There is a need to communicate research in very clear terms, to
help managers understand that it is in their besat interest to make Jjobz more
interesting.

0 There 1s a need for researchers to have access to workers in order
to talk directly with them;, so that research studies reflect the workers!
perceptions.

o Research is expensive and there is little funding to do macro-
level work in the area of "the employment impacts of technological change . "

Serious thinking must be done on how to set priorities, considering what
funding is available for this research.

Workshop II., Micro-Level Research on Clerical Work

Research Issues

There was strong support for case studies as a method for getting hard
data on the effects of new technology on office work and women., Toward that
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consensus, several framework questions were raised as points for
consideration by researchers.

--KHhat is a casze?

--What are the questions to consider in conducting a case study?
==What evidence would be needed?

-=What is the audience?

==What are the resource questions?

=-Can the resaarcher get access to the case site?

It was noted that the assumptions one might have about what questions
to ask would probably drive the shape of the case and ultimately its
conclusions. Assumptions about the audiencz also impact on the ghape of the
case.

In oonsidering what topics might properly be for casework rather than
pursued by a survey or other vehicle, the following issues were identified
as areas for ca=ze studies.

| y_ of = ina;uding invisible work and invisible
raquirementa in jab daaeriptians where invisible refers to something that is
either tacit, unaccounted for, or possibly unremunerated; and the causes of
Job loss and ways of averting it.

o Career ladders, tracing individuals through the different types of
functions and pasitians they might hold. VWhat kinds eof jobs are created
along the way as new technologies are adopted? Does technology homogenize
skill requirements to make people more interchangeable? How does that
phenomenon or process interact with training, and can training be used to
shape what happens to skill requirements? How do the skill changes borne of
technology relate to growing roles of temporary workers, for example?

o Organizational issues, showing differences according to size of the
office, type of industry, type of product, extent to which employees are
involved in decisiommaking, and the role that technology plays in mediating
the various changes within the organization.

ortunity. locking at office automation as a system and as
a process ghanging an organization, and seeing over time which employees
advance, noting differences, if any, by race, agse, s2ex, and classification.
In the area of classification, the concern is the dichotomy between exempt
workers and nonexempt workers: 1if the worker is exempt the interest may be
in protections; if the worker is nonexempt the interest may be in

opportunities for promotion.
Other topica suggested for case studies include:

Electronic monitoring of workers

Offshore work

Worker involvement in the implication or application of new
technologies

oo o0



© Return on investments of training, equipment, ete. (a larger issue
than "productivityn).

Workshop III.

Suggestiona for demonstration programs considered the impartanee of
the following factors:

==involving clerical workers or end users in the planning and design
of office automation;

==recognizing and building on the invisible skills of clerical
workers;

=-introducing office automation in such =a way as to develop and
enhance career opportunities;

=-building in training and retraining options;

==taking cognizance of women's needs for day care;

-~-redesigning and reorganizing jobs so that they are enriched rather
than impoverished or deskilled;

--increasing pay rather than decreasing it from its already low
levels;

--breaking down racial and gender segregation in internal occupational
clasaifications,

Concepts, including their rationale, were offered by participants for
five experimental programs,

o
software. The project would examine the kinds of skills that clerical
workers use and would .develop them still further. It would be related to
Job redesign and would also entail a close examination of how information is
.transmitted among and between people directly and through software. A
critical part of this project would be an evaluation of this project based
on two sets of ceriteria--job satisfaction on the part of clerical workers
and productivity on the part of employers.

Involve clerical workers in the design, use, and evaluation of

with ‘a prafessianal t.r-ainer-, the nthér m:uld be with trained peer I‘Dlé
models, that is, women clerical workers who have already gone through the
process. They would train people who are not familiar with the new
technology and would do so in great depth, enabling the trainees to take
apart their machines and understand their innermast. workings.



o Sat. ug an aut-mated affice gperatian that is owned and controlled

! D ! It would sell the services of how
ta autématé affiees 1:1 a eanst.t‘uativa way--how to build, create, generate,
and sell information services, including software. An integral part of such
a demaﬁs‘hraﬁian prajezst would ‘be to aspause a set. of wark vaiues dif‘f‘er‘ent

and Lmavativé ways af gnlviug taehnalggiﬂa; prablems. It. also Hau;d taach
business skills to self-employed women.

(It was pointed out in the workshop that similar projects exist that
af-a eaiied sarvice bﬁreaus* aﬂd théy are ereate& by paapie wh:: quj;t. being

8 process for addressing the needs of women for complete

and aegurata iéfar-ﬁlatiaﬂ about nffiea automation, This pra.jaat would

prepare women to seek implementation of office automation in a way that is
beneficial to them.

Create a successful practices file where funded demonstration

o
ects, as well as nonfunded ones, and related information would be

piled, computerized, amalyzed, and shared. There would be subfiles as

Wwell that deal with specific issues such as worker ownership or child care.
There also would be a referral agency so that potential elients could find
cases that might be applicable to them and could contact the sources
directly. (It was suggested that the Women's Bureau carry out this

project.) =222

Comments

-=Any project that might be considered a demonstration model should
start with a core--have as a prerequisite a core of wonmen who have expressed
dissatisfaction with their current circumstances and have made a commitment
to involve themselves in developing alternativea.

--Women have many roles and responsibilities. The kinds of
demonstration projects and changes which might be useful at the workrplace
need to be sensitive to women's other responsibilities,

-~There are philosophical isaues which resoclve around values. The
posaible divergence and convergence of the interests and needs of women
clerical workers on the one hand and management on the other is a concern.

OTHER RESEARCH IDEAS

the “Eaundtab;e“ anc:l EI‘GHP diseussian_ ‘L‘hc:a;e suggéstiéns are summarized -
here in terma of the research objectives expressed.




Employment Prospects

o To acquire data on the speed with which computers are spreading,
how the rquipment iz being used, and in which occupations it is being used.

technological change and its impact on employment, uasing a more diverse
approach to reszsarch which looks at vendors of equipment as well as user
organizations.

© To answer such queations as: What kinds of jobz and how many are
created or destroyed by office automation? Does automation affect the
employment prospects of workers differently, by race, age, other factors?

© To gather empirical data on the export of clerieal work to cther
countries.

Qamment; Corporations spend millions of dollara in market research
anpd studies tc be more certain about the future, but who ia investing the
effort needed to reduce uncertaintiea in the interest of the worker?

o0 To help understand the intersections between pay equity and office
automation. Studies would identify more carefully the techmological level
of the company and of the programs being undertaken, and would provide
insight into the seemingly contradictory research where some studies Ffind
deskilling of clerical work and others find upgrading, or where some

describe a pattern of upskilling but downwaging.

o0 To determine how the organizational setting and conditions of work
affect skills and career mobility of workers, that is, whether the scope of
training and the freedom and time workers have to develop skills on new
systems relate closely to career mobility.

o To examine problems caused by the distance between the designers of
systems and the people involved with the content of work, such as the people
in word processing pools.,

0 To identify and analyze company practices in various settings that
contribute to a skills gap or polarization--what the job structure is in a
glven company versaus what it is for the office work force as & whole. Also,
to identify company practices that provide positive modela to keep
opportunities open,

© To develop user/worker designed and influenced studies which ask
such questlons as: What skills did you use before your job was changed by
new technology and were they recognized and rewarded by your employer?
which of those faded away and which carried over? and which of the new
#kills as well as the carryover skills are recognized and rewarded by your




employer? What do you think is important about your Job? How do you think
the company is mismanaging your area of work?

Comment: To tap the individual experiences of cleriecal workers, both
case study research and longer range research are needed.

Job Satisfaction

© To amnswer such questions as: How is job satisfaction or success
deficed in terms of skills needed to be successful in word procesaing? What
is the relationship between satisfaction in a word processing job and length
of employment, or the time between the implementation of word procesaing and
that particular study? How do people adapt to technology at different
stages of the implementation process?

© To examine workers' personaliicies and work envirommental factors
concurrently, in order to clarify the relationship between the two.

o To look at the interaction between work enviromment, implementation
models, and worker personality characteristics.

ortunity/Training

© To determine what are the effects, if any, of technology on older
women clerical workers. To what extent are they not gaining equal access to
training opportunities?

o To answer such questions as: What impact is new techrology having
on black women workers who have made an upgrade to clerical work? Ia
training helping them to keep pace or will those jobs be taken away asa
certain clerical workers become lower management? What is needed to develop
more effective training programs?

© To determine any changes in the supervision of jobs. What typea of
measures are coming out of technology? What are some of the value syatemns
that are designed into techmology that permit it to have capability for
electronic monitoring and excessive measuring?

© To explore the issue of labeling office workers who use
technological equipment--why not call them skilled machine operators?

0 To look at the transformation of white-collar work in general in
the office place and how the entire functions are being distributed.

Comments: Research on the quality of Jjobs should tie in career

ladders and racial nondiscrimination policies with what companies have to
gain in terms of their current investment and productivity.
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New ways must be found to link equal opportunity in the workplace with
issues of access to and discrimination in education, particularly in higher
education, because of both the sharp rise in the threshold of skills
demanded from people entering new jobs and the increasing tendency of firms
to hire trained personnel directly from the external labor merket.

Home-Based Work

0 To answer such questions as: Who is working at home and under what
conditions? How do they feel about it in terms of their own psychology?
(Micro-level research) How vulnerable is this group in terms of pay and
other working conditions? (Macro-level research)

© To determine what are the benefits plans for women working at home
on automated equipment--will they be disadvantaged at retirement age?

o To examine the effects on women of performing clerical work at
home, to determine how to best protect the worker in the home under a
variety of conditions, and to create other alternatives so tha: women's
choices are less constrained than they are now.
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pendix A

CONFERENCE AGENDA

9:00 a.m. WELCOME TO THE ACADEMY

Dr. Roalyn Feldberg, Conference Chair
Parel on Technelogy and Women's Employment
Murray Research Center, Radcliffe College

OPENING REMARKS

Dr. Lenora Cole Alexander
Director
Women's Bureau

CONFERENCE GOALS AND OBJECTIVES

Dr. Mary Murphree, Conference Coordinator
Women's Bureau

9:15 a.m. ROUNDTABLE: DEFINING THE ISSUES

Employment Prospects
Carol Jusenius Romero
National Commission for Employment Policy

Quality of Joba

Bonnie M. Johnson

INTEL Corporation

Pay Equity and Career Opportunity

Judith Gregory

Department for Professional Employees, AFL-CIO

Joyce Dudley
Amerlcan Federation of State, County, and Municipal Employees

Esployment Discrimination in Today's and Tomorrow's Economy
Thierry Novelle
Columbia University

Working Conditions: Health, Safety, and Stress
Barbara Cohen 7
National Institute for Occupational Safety and Health




Homen and Home-Based Work

Kathleen Christensen

Center for Human Enviromments

City University of New York, Graduate School

10:15 a.m. GROUP DISCUSSION

11:00 a.m. BREAK

11:15 a,.m. INTRODUCTION OF KEYNOTE SPEAKER

Clinton M. Wright
Deputy Director
Women's Bureau

Office Automation: A Brief History of Thought
Eleanor Wynn

12:15 p.m. LUNCH

0= SIMULTANEOUS WORKSHOPS

5 p.m.

S L

1
3:

Workshop I: Macro-Level Research on Clerical
Employment Issues
(Potential job loss; changes in
oceupational structures, compensation and
working conditions; and data needs)

Facilitators: Russell Rumberger, Standford University
Reberta McEay, Women's Bureau

Rapporteur: Timothy Hunt, W.E. Upjohn Institute for
Empl oyment Research

Workshop II: Micro-Level Research on Clerical Work
(Implementing change in organizations,
shifting work roles; case study methodology)

Facilitators: Robert Yin and Gwendolyn Moore, Cosmos
Corporation

Mary Murphree, Women's Bureau

1
W
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Rapporteur: Marjor=3ie Blumenthal, Office of Technology
Asge=s=ment

Workshop ITI: IdentSifying Iasues for Experimentsal Programs
(Su= ccessful Women's Bureau demonstration
Pro=jects; models for office autcmation)
Facilitators: Michae=sl Baker, The Educational Fund for
IndivEE dual Rights
Gwende>lyn Wong, Women's Bureau
Presentation: John F=everly, Women's Bureau

Rapporteur: Karen Smmcks, Business and Profeasional
Women' = Foundation

4:00 p.m.  WORKSHOP REPORTS AND RECOMMENDATIONS

5:30 p.m, RECEPTION




COHFERKI(E PLAEHNING GROUP
Advisors and Staff
Panel on Technology and Women's Enployment, National Research Counc= 41}/
National Academy of Sciences, Membera: Heidi Hartmann (Study DLi_rettor),
Roslyn Feldberg, Tamar Bermann, Rbert Kraut, Louise Tilly.
Women's Bureau, U.S. Department of Labor: Roberta McKay, Collis P=hillips,
Ciinton Wright
Women's Bureau, U.S. Department of Labor, Coordinators: Charity Goowedwmm and
Mary Murphres; Assistant: Linda Groff.
Panel on Technology and Women's Employment, National Research Count=—il/
National- Academy of Sciences, (cordinator: Lucile DiGiroclamo; A= ssisfent:
Katherine Autin.



Appendix B

LIST OF PARTICIPANTS

Le=mora Cole Alexander
Dizzrector, Women's Bureau
U.=. Department of Labor
Wasshington, D.C.

Beenjamin C. Amick, ITI
An=alyst, Office of
Erechnology Assessment
U.=S. Congress
Was=sshington, D.C.

E1E= een Applebaum
Asse==ociate Professor
Dec=artment of Economics
Ter=aple University
Phi=1adelphia, Pennsylvania

Kat=herine Autin

Ste=ff Assistant, Committee
con Women's Employment and
e elated Social Issues

Nat—ional Academy of Sciences

Was=hington, D.C.

Mic=hael A. Baker
Res=earch Director
Ede=cational Fund
New— York, New York

Bar—=bara Baran

Dep=artment of City and

Uni—versity of Californi
Ber=keley, California

Ste==re Beckman

Inde=istrial Union Department
AFL—CIO

WasEington, D.C.

DebEoie Bell

Amee=~ican Federation of State,
Cc—unty and Municipal Employees,
AE1.-CIO

York, New York

New

John R. Beverly

Chief, Division of Program
Evaluation and Review

WHomen's Bureau

U.S5. Department of Labor

Washington, D.C.

Marjorie Blumenthal

Project Director, Office of
Technology Assessment

U.S. Congress

Washington, D.C.

Eileen Boris
Department of History
Howard University
Washington, D.C.

Kathleen Burlew
Department of Psychology
University of Cincinnati
Cincinnati, Ohio

Valerie Carter
Department of Sociology
University of Connecticut
Storrs, Connecticut

Dennis Chamot

Department for Professional
Employees, AFL-CIO

Washington, D.C.

Cynthia H. Chertos
Research Director
Center for Women
in Govermment
State Umiversity of New York
Albany, New York

Kathleen Christensen
Associate Director

City University of New York
Graduate School
New York, New York
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Vary T. Coates

Project EDirector

0ffice ofF Technology Assegfr—=rent
U.8. Cohszress

Washingteon, D.C.

Barbarg #G.F. Cohen

Research Psychologist

National 1Institute for
Occupa-—tional Safety and fe=alth

Cineinpa—ti, Ohio

Lucile D=iGirolameo

Staff As=sistant

Committe-« on Women's Emplo¥e=ment
and Helated Social Issuef

Nationgl Academy of Sciehcbiss

Washingt-on, D.C.

Faye DucThin

Associgt-= Director
New York University
New York , lew York

Larry Dr==ike

Labor Etsononist

Bureau o=f labor Statistics
U.S. Dep=artpent of Labor
Washingteon, D.C,

Joyce Dusciley

Assistan® Director

Educatiomn Fund

Americash Federation of State=,
County 5, and Municipal
Employ=ees, AFL-CIO

New York , New York

Americah Association for the=
Advante=nent of Sciencea
Washingteon, D.C,

ElizmabetEx Elnaudi

Service EEmployees Interpaticonl
Union
Washingteon, D.C.

Roslyn Femldberg

Murry He=search Center
Radeliffee= College
Cambridge=, Masaachusetts

Be—vyna Shore Fraser
S==nior Assocciate
N==tional Institute {ir Work
and Learning
W==shington, D.C,

Pe=atricia Friedland
T8k Force on Womenaud Offica
Automation
Ccommunity Service Swlety
Ne=w York, New York

Ke=aren Gamble

Armalyst, Office of Tlthnology
Assessment

U 8. Congress

We==shington, D.C,

Ewerelyn Glenn
A=s=ociate Professor
De=partment of Socicligy
F1_orida State Univenity
Te=s1lahassee, Florid

Cl=marity Goodman
Ceonference Co-Coordintor
Weomen's Bureau (Consiltant)
O.. S. Department of lihor
Vam shington, D.C.

Jesan Greenbaum

Amm mpciate Professop, (ity
University of New lork

Nee=w York, New York

Jumdith Gregory
Re=gsearch Associate
PDe=partment for Profusional
Employees, AFL-CI(
Wa-shington, D.C.

Li _nda B. Groff

St_aff Assistant
Wo=mmen's Bureau (Consltant)
U. S. Department of lior

Pa_rbara Gutek
As-mociate Profemsor
Fa_culty in Psycholoy
Cl aremont Graduate Xhool
Cl . aremont, Californis
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Heldi I. Hartmm

Study Director

Committee on Wmen's Empi oyment
and Related {oial Isswes

National Acadey of Scierces

Washington, D.(

Randy Hodson

Department of kiiology

University of lsaa at Austin

Auatin, Texas

William Hoffman

Chairman, Profusional, Technical,

and Salaried (inference Board
IUE, AFL-CIO
Schenectady, No York

Timothy C. Hunt

Senior Research [conomist

W.E. Upjohn Imstitue for
Employment Rewarch
Kalamazoo, Mitigan

Eriztine Iveram

Professional Stiff

U.S. Senate Comittee or Labor
and Human Rewirces

Washington, D.(,

Howard Jenkins

(Representing lurice Dawlkins)

Opportunities Industriali=ation
Center :

Washington, D.(,

Bonnie M. Johnsm

Manager, Office Systems
Development, ITEL Corp .

Santa Clara, Cilifornia

Stephen Mare Klen
Partner, Conteit Architecks
New York, New Yok

Phillips Kraft

Center for Survy Research
University of MisachusetEs
Boston, Maasachustta

Roberta MeKay
Economist, Women's Buregu
U.S8, Department of Labor
Washington, D.(,

w

Barbars Makseris
Wider Oppor—<tunities for Women
VWashington, D.C.

Shirley Male=om

Office of Opportunities in Science

American Ass==pclation for the
Advancemert of Science
Washington, D.C.

Donald V. Meals=s

Senior Conpst—ltant
Arthur D. L3ittle, Inec.
Cambridge, =lassachusetts

Gwendolyn B._.. Moore
Vice Preside=nt
Cosmos Corpc—oration
Washington; D.C.

Mary Murphres=e

Conference C—”oordinator 7
Women's Bure=mau (Consultant)
U.3. Deparir==ent of Labor
Washington, D.C.

Thierry J, SSoyelle

Research Sclemolar, Conservation
of Human RResources

Columbia Uni_versity

New York, Ne=w York

Margrathe H, Olson
Associate Pr—ofessor
New York Upni—versity
New York, Hee==w York

Cellis N. Phod411ip:.

Chief, Officee of Policy Analysis
and Inform==ation

Women's Bure==u

U.S. Departin--ent of Labor

Washington, 3D.C.

Sara E. Rix

Director of XResearch

Women'a Rese==rch and Education
Institute

Washington, MD.C.

Carol Jusepimmas Romero
Staff Econon—ist
National Comemission for
Employment Poliecy
Washington, ED.C.
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Gwen Wells
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Office of Professional Employees,
International Union, AI'L=CIO
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Milton Wilson

Office of the Dean

School of Business and Public
Administration

Howard University

Washington, D.C,

Gwendolyn Wong

Chief, Division of Experimental
Programs

Women's Bureau

U.S. Department of Labor

Washington, D.C.

Clinton M. Wright
Deputy Director

Women's Bureau

U.S. Department of Labor
Washington, D.C.

Eleanor Wynn
Market Analyst

Mountain View, California

Robert Yin
President

Cosmos Corporation
Washington, D.C.

§0.5, OV wERNMENT PRINTING OFFICE: |oit-491-54= 3/54352

60



