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Article abstract
During the past decade, banks began a re-engineering of their administrative
processes, which are being redefined on the basis of customer relations. For
employees, the re-engineering is producing a radical restructuring of the
organization and is changing the very nature of work. In the case of the Caisses
populaires Desjardins in Quebec, the organization of work is now
characterized by increased autonomy, versatility and flexibility, and new
skills. The quality of the services offered is greater, and consulting activities are
increasing, but the objective of providing the most universal access possible to
all sectors of the population now seems to be compromised.
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