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The Transition from Atypical Employment to Regular Employment in Call Centres:
A Case Study of Four Call Centres

Asako NAKAMICHI

Abstract

Through interviews conducted with the human resource managers of the call centres of four compa-
nies, this paper aims to clarify the current operation and issues facing the implementation of “the system
of transition from atypical work to regular employment” (seishain-toyo-seido) in the call centre industry,
and to explore the implications that can be drawn from these case studies for a more effective use of this
system.

The study found that call centres introduced the transition system to retain specific skills, to hire core
employees, and to motivate atypical workers. However, the system showed several issues in its implemen-
tation, the main issue being the limited number of atypical workers being actually promoted to regular
employment. One reason for this is the gap between the aspirations and needs of the atypical workers and
the responsibilities expected as regular employees. Another reason is the lack of opportunities of atypical
workers to develop the skills required to be qualified for the transition to regular employment. Revision of
the transition system taking into account these issues is needed.

Key words: atypical employment, transition to regular employment, call centre, working values,
skill development, career development
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