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Learning objectives

Knowledge and understanding capacity

The course goes in depth into specific issues dealing with work, employment and labour markets changes. A
special focus will be devoted to the impact of digitalisation and Artificial Intelligence on work for both medium-high-
skilled and low-skilled activities.

Applying knowledge and understanding capacity

The course aims at providing students the following skills:

- presenting and discussing, with the support of different scientific documents (theoretical contributions, articles,
research reports), issues relating to employment in the service sector;

- looking for, selecting, gathering and collecting empirical evidence to carry out the analysis of a specific issue or
phenomenon in the labour market;

- designing and organizing a research project;

- carrying out a research with both quantitative and qualitative methods;

- analysing the results

Autonomy of judgement
During the course there will be several moments of discussion during which the participants will be asked to
express their opinions and articulate them.

Communication skills
Students will be invited to present their reflections to their peers and to organise a final joint presentation of the
research results.

Learning skills
All course content is aimed at developing the ability to learn.
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The course examines the transformations of work and the labour market associated with processes of digitalization.
In particular, it focuses on how the use of digital technologies, artificial intelligence-based tools, and the possibility
of working remotely in advanced service-sector occupations are reshaping the ways in which work is organized and
performed.

Detailed program

The widespread adoption of digital technologies is transforming the ways in which work is organized and performed
across a wide range of sectors and occupational settings. Following the COVID-19 pandemic, which demonstrated
that many activities could be effectively carried out remotely, numerous organizations adopted hybrid work models
combining on-site and remote work. More recently, the increasing use of artificial intelligence-based tools has
introduced new dimensions of change, whose effects vary considerably depending on job tasks and skill levels.

These transformations have far-reaching implications for both work organization and workers' experiences. They
affect organizational practices, including performance evaluation and managerial control, as well as workers' ability
to manage flexibility, reconcile work and personal life, and cope with changing work rhythms and intensities.

The course examines these ongoing developments by exploring their opportunities, challenges, and common
misconceptions. It combines a review of recent academic research with the collective analysis of an original
empirical study based on quantitative and qualitative data, including interviews conducted in 2025. Since the
impact of digitalization differs substantially across sectors, the course focuses on call centre work as a particularly
relevant case study, given its extensive use of both remote work and artificial intelligence.

Within the broader framework of transformations in work, employment, occupations, and labour markets in
advanced societies, the course addresses the following topics:

¢ the impact of digitalization on work processes;

¢ the impact of digital technologies on ways of working, including remote work and the spatial reconfiguration
of work processes;

¢ the effects of remote work on workers' working time, everyday life, and work—life balance;

e the impact of digital technologies and artificial intelligence on job content, managerial evaluation and
control, work intensity, and work-related stress.

Through the active participation of students, the course aims to foster the practical application of the knowledge
and skills acquired by engaging directly with both quantitative and qualitative empirical materials.

Prerequisites

A basic command of sociological theory, methodology and fairly good skills in learning, writing and speaking.

Teaching methods

The course consists of 56 hours of lessons, all carried out in Italian, partly in erogative teaching mode and partly in
interactive teaching mode. The first two weeks of the course will see a prevalence of erogative teaching, while in



the following weeks interactive teaching will prevail. The active participation of students is required during all the
lectures. Students will be invited and required to:

- comment and discuss the results of empirical researches, both quantitative and qualitative;

- prepare a research project and structure its specific phases

- directly experiment statistical data analysis;

- directly confront with the carrying out and with the analysing of qualitative interviews to workers and employers;

- do short public presentations / write a short research report.

Having to give an evaluation of the percentage of time dedicated to erogative and interactive teaching activities, it
can be estimated that the former weighs on average between 15 and 20% over the total numebr of hours, and the
latter between 75% and 80%..

Assessment methods

in-progress assessment during classes and brief oral exam. The in-progress assessment takes into consideration
the ability to teamwork, rework concepts learned, organize a research, and present research results.

For students not attending classes: written exam with two open-ended questions aiming to assess mastery of
concepts, knowledge of the literature, and ability to highlight connections between the topics covered in the course.
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