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Editorial: Occupational Stressand Employee Well Being

MARK LE FEVRE

Welcome to this special issue of thdew Zealand Journal of Employment Relations.
Occupational stress, its causes, its consequeaecddiow both might be reduced continue to be
issues of concern to both employers and employies.eight contributions in this issue cover
the area of occupational stress, linked with emgdoyealth and well-being, from multiple
perspectives and, perhaps, indicate some potemtigé to reduce the inevitable impact of the
workplace on health and well being.

The primarily theoretical papers from Sisley, arahf Sisley, Henning, Hawken, and Moir, offer

somewhat revised views of occupational stress.epightroduces the idea of autonomous
motivation, and possible methods to increase this anew approach to the amelioration of
occupational stress, emphasizing the role of esste distinct from distress in linking employee
well being and motivation in the workplace. Sisléyening, Hawken, and Moir, suggest a

revised approach to the assessment and monitofisggess that may help in the assessment of
the effectiveness of stress management interventioneducing stress in individuals. Le Fevre

and Kolt investigate what it is that workers meahew they say “I'm stressed” in order to

establish some shared core ideas between so cédgdrepresentations of stress and the

definitions and descriptions commonly used in tlhadamic literature. These papers help to
establish a current theory base against which tiier papers in this issue can be set.

Hannif, Lamm, and Vo, and Hunt, Rassmussen, andni,aboth look at aspects of employee

well being and stress in the call center indusWhile Hunt, Rassmussen, and Lamm find,

contrary to most of the papers that have lookddiatindustry, that employees, in general, enjoy
their call center work and believe it provides aeea enhancing opportunity, both papers also
find a distinct disjunction between the perceptioofs staff and management as far as

occupational stress is concerned in both its frequeof occurrence and its severity. This

difference in perception has obvious potential tiggaconsequences as far as the practice of
stress management in the work setting is concerndagiman’s paper examines the effects of
flexible work scheduling and telecommuting on oatignal stress and well being. The findings

in Hayman’s paper have clear resonance with thkeedheoretical papers and many of the

employee comments reported in the two call cerdsed papers.

The two final contributions both fall into the rew category though from rather different

aspects. George and Le Fevre review the evidenceahtd effectiveness of current stress

management intervention (SMI) practice and find,ttreough there has been some improvement
in the method and reporting of SMIs, many of thaaans expressed in earlier reviews of SMI

practice remain unanswered. Finally McDonnell pdeg an interesting commentary on the
interpretation of occupational stress in the contd@xworkers’ compensation systems and the
problems which stem from this.
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It is tempting to draw a number of conclusions frtms collection of papers, all looking at
different aspects of occupational stress yet al&isg some surprising consistencies. | leave
you, however, to read these works yourself and cmnyeur own conclusions as to what should,
and perhaps more importantly, what practicably tengdone to reduce the frequency, severity,
and impact of stress in the workplace. Perhapgghtrpermit myself one final comment. Stress,
like beauty, seems to exist in the eye (and miridhe beholder, perceptions are the key, and
there may lay the key to the mystery of what tatout stress.

Mark Le Fevre
AUT
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A Conceptual M odel of Workplace Stress:
Theissue of accumulation and recovery and the health professional

RICHARD SISLEY, MARCUS A. HENNING , SUSAN J. HAWKEN™, AND

*kkk

FIONA MOIR

Abstract

Given that interventions for workplace stress hagen shown to be effective, and behaviour
change can be sustained over time (Veach, RahiesTahd Newhall, 2003), a model that can
serve to monitor the medium and long-term effedtdath stressors and stress-management
interventions should prove useful. After reviewisgme familiar concepts in the stress arena,
this paper presents such a model, building oniagistork (Diehl and Hay, 2010; Ray, 2008;
Selye, 1970, 1976; Zubin and Spring, 1977) and ithought that this adapted model will be
useful for management personnel, counsellors, edigz@mployees, and researchers.

I ntroduction

To create a frame of reference, the paper begingdsenting some common definitions, causes
and consequences of workplace stress and thenm®weme existing workplace models. A
model that is used by the primary author is preskand, finally, its proposed effectiveness for
workplace practice and research is considered. reate a focus for the model, specific
examples will be taken from the health professiditafature as this is an area that has been
highlighted as an environment ripe for stress @uthlspector, Harding, Wright and Graham,
2006, Deckard, Meterko and Field,1994; Henning, kwand Hill, 2009; Hooper, Craig,
Janvrin, Wetsel and Reimels, 2010; West, Huschlajohy, Sloan, Kolars, Habermann and
Shanafelt, 2006). The main purpose of this paptr tseate a frame of reference for the concept
of stress as it relates to the workplace envirortmand specifically the occupational work
environment encountered by health professionalsutl, one specific focus of the stress model
is its link with the concept of the arousal (Bryadarvey, Guthrie and Moulds, 2000), as this is
particularly pertinent to the health environmentichkhis often highly charged creating high
levels of arousal (Bakker and Demerouti, 2007; Ristton, and Payne, 1988; Ryan, 2010).

Definition of workplace stress

Life in the workplace undoubtedly presents particuthallenges and opportunities that can
generate different types of stressors, and workpkicess can be defined and described in
numerous ways. In an earlier review article, Balié€85) postulated that many definitions of
stress were framed by psycho-physiological explanat around a conflicting relationship
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between individuals and their environment. Thisspective considered the demands of the
environment in relation to the resource capabdité the individual. Such models tended to
view stress in terms of a dynamic process betwégsiplogical, psychological, and behavioural
entities that are cognitively interpreted by thdividual (Rahe, 1999). As such, stress is defined
in terms of its origin, whether this is from thedividual or the workplace, or more likely a
combination of both.

The notion of stress is far reaching and can enessipumerous disciplines, such as medicine,
sociology, management, and psychology (Pitts, 20D@hsistent with Baker’s (1985) analysis, a
frequently cited definition of workplace stressatek to the person-environment fit model (Blix
and Lee, 1991; Edwards, 1996, 2008). In this vipmblems with stress-related phenomena
occur when the person-environment fit is dysfunwlo This definition of workplace stress is
used as the frame of reference for this paper, su@hstress arises when undue pressure is
applied as a consequence of tasks or conditionsrimeg within the work environment during
the course of employment (Pitts, 2007; Blix and,E391).

Causes of workplace stress

Several causal factors are now discussed, spdbifipaedisposition factors, demographic
factors, job-demand characteristics, leadership madagement, working in interdisciplinary
teams and the advent of conflict scenarios. Themgies are specifically from the health
professions literature.

Person-environment fit characteristics were ingesgéd in reference to the profession of
psychiatry where it was shown that psychiatristelésl to be more neurotic, open and agreeable
when compared with physicians and surgeons (KuFiacher, Robinson, Hatcher and Bhagat,
2007). The attributes of neuroticism, opennessamndeableness may be useful for psychiatrists
to perform well within their sensitive professiontpalso, may create a predisposition to stress-
related outcomes due to the psychologically denmandiature of their work such as when
working with patient violence; difficult or hostileelatives or patient suicide (Kumar, Hatcher
and Huggard, 2005). These latter factors are aldiné with demand-control theories, which
emphasise the demands of the work situation andrtiigonmental moderators of stress, such as
empowerment in relation to a decision-making prec@aker, 1985). Other studies have also
shown that doctors with high scores on neuroticsd who were more introverted tended to be
more at risk of stress-related problems (McManwexlihg and Paice, 2004).

A further study of young surgeons in New Zealand Anstralia identified stress-related factors
such as being female, working in small hospitaksuaind working excessive hours (Benson,
Sammour, Neuhaus, Findlay and Hill, 2009). Howettehas been suggested that females are
disproportionately employed in workplaces that laighly stressed as they are considered less
likely to respond to conflict and stress with aggien (Barling, Dupre and Kelloway, 2009). It
has also been noted that predispositions to sareseelated to mood states, including depressed
mood and anxiety (Brief and Weiss, 2002). A studyestigating workplace stress amongst
Japanese doctors (Haoka, Sasahara, Tomotsune, ngpsikfaeno and Matsuzaki, 2010)
indicated that conflict and the hierarchical natoirgupervision created stressful environments.

However, there is a twist to this story, as onelstsuggested that personality factors may also
play a role in selecting particular career choicasre specifically Shanafelt et al., (2009) found
that about 40 percent of American surgeons surveydfiéred exhaustion and burnout, but
ironically 70 percent of the sample seemingly eafbyhis stressful career choice. Nonetheless,
there is good evidence to suggest that workplaessirs are harmful as they affect performance

4
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as well as personal well-being (Wallace, Lemairé @hali, 2009). Some causal factors cited in
the medical literature include workload, work hquiegtigue, emotional interactions, cognitive
demands, restricted autonomy, and structural aganisational changes to practice (Wallace et
al., 2009; Boerjan, Bluyssen, Bleichrodt, Van WBalimgarten and Van Goor, 2010; Haoka et
al., 2010; West et al., 2006).

Similar studies from the nursing profession (McVjc2003), have shown several job-demand
factors that create an environment of stress. MavVguggested that key issues are workload,
leadership/management, professional conflict, andt®nal labour. Workload issues are related
to the inadequate staffing of both nurses and aidtrétive personnel, which is inevitably related
to funding concerns. Many nurses leave full-timsifions as it is perceived that these positions
require higher levels of responsibility leadinggeater stress with no adequate remuneration
packages (Lumley, Stanton and Bartram, 2004).

Leadership and management styles are also linkedmployer and employee stress, with
positive and integrative styles such as transfaonat leadership tending to engender more
participation at all levels. Further stressful ppéators linked with the issues of leadership and
management are shift work and remuneration (McVi2@03).

One key cause of stress identified in hospitalrsggtis inter-professional and intra-professional
conflicts, which are often related to poor commati@n between team members (Xyrichis and
Lowton, 2008). The emotional demands of the jobwotking with patients who are in constant
need of attention all play a role in creating &stful environment (McVicar, 2003; Hooper et
al., 2010). Brief and Weiss (2002) cited a studgt tthowed that nurses’ exposure to AIDS
patients was significantly correlated with the imaltion of negative affect and thus, impacted
mood state. This mood state was also moderatedgaynisational and social support, suggesting
that if management were more supportive of stadf stressful consequences of working with
very ill patients could be ameliorated. In addititine personal backgrounds and contexts that
nurses bring to the hospital also play a key ralghe way they can cope with this stressful
environment (Brief and Weiss, 2002; McVicar, 2003).

Consequences of stress
Physical

The physical consequences of stress are, genecalhsidered in physiological terms. It was
noted by Steffy and Jones (1988) that the use wdiplogical measures to monitor stress was a
step forward and complemented survey methods lpwal access to more objective and
reliable measures. Some of the earlier physioldgiesasures shown to be related to stress were
higher levels of serum cholesterol, triglycerideuse, uric acid, and blood pressure; and these
physiological measures are considered indicatorstrefss-related disorders such as coronary
disease and peptic ulcers (Steffy and Jones, 1988)e recent studies have confirmed that
workplace stressors are associated with greatenaoy heart disease risk (Chandola, Heraclides
and Kumari, 2009). Measures in this research terdene levels of stress were linked to
sympatho-adrenal biomarkers (plasma catecholan@ndsheart rate variability) and HPA axis
biomarkers — the post-morning profile of cortisol.
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Psychological and social

Psychological and social consequences of workpstiess are given a wide exposure in the
literature (Barling et al., 2009; Deckard, Metekkad Field, 1994; Henning et al., 2009, Kumar
et al., 2007, Srivastava et al., 2007). Some obthaous signs of workplace stress identified in
the health profession literature include problenith wersonal and professional relationships,
insomnia, headaches, anxiety, panic attacks, apeesigion (Srivastava et al., 2007, Deckard et
al., 1994). Owens (2001) also explored the prewaai sleep loss and fatigue amongst medical
personnel and noted links with stress and to tbielémce of medical errors and quality of patient
care. A further study (West et al., 2006) found thelf-perceived errors were associated with
incidence of depression and burnout (including ceduempathy, depersonalisation, emotional
exhaustion, and lower personal accomplishment).

At the extreme end of the continuum, there is eweeto suggest that job stress is linked to
workplace aggression and violence (Barling et2009). In a recent article (Dellasega, 2009)
that reviewed some of the ideas and literatureelation to bullying in the nurse workplace

found (from a survey of over 1000 health worketgtt44 percent of nurses in the United
Kingdom had experienced “peer bullying”. Similarpexiences were found in Finland, the
United States, and New Zealand. Bullying was alstedh in a radiographic workplace

environment (Ng, Yeung, Cheung, Chung and Whit@920although in this case the source of
bullying (such as verbal abuse) came from patieatteer than peers.

Existing approachesto and models of stressin the workplace

Research in the area of stress has embraced seneaalirement systems teaicompass the use

of physiological methods (Chandola et al., 200®If-eport stress measures (Kristensen,
Borritz, Villasden and Christensen, 2005; Holmed &ahe, 1967; Curbow, Spratt, Ungaretti,
McDonnell and Breckler, 2000; Lambert, Lambert diod 2004; Haoka et al., 2010; Boerjan et
al., 2010; Robinson, Clements and Land, 2003), rebienal measures (Morash and Haarr,
1995) and qualitative measures such as using demsigred interviews (Kinman and Jones,
2005). These systems are useful when exploringpthil@sophical approaches or models that
frame stress phenomena as they relate to the vamd&pénvironment. Two approaches to
explaining stress in the workplace are consideraditary approaches (causal versus
intervention) and multidimensional approaches grdaéve).

Causal and intervention approaches

Several of these have been proposed in the literalthe first type of approach explains a

particular aspect of the process of workplace stegsl often involves a theoretical standpoint,
such as focussing on the causes of stress or foguss methods of preventing, minimising or

managing stress. Causal approaches, such as g@ngvironment fit and job demands-control

models, fit this category (Baker, 1985; Blix ance|.€991; Edwards, 1996, 2008; Karasek, 1979;
Pitts, 2007). Models of intervention are based ewetbping approaches that are integral to
managing stress, which can be considered in tefmpsroary, secondary and tertiary prevention

systems (Cooper and Cartwright, 1997). Primary gm&en refers to ameliorating the workplace

stressors that exist within the work environmericd@dary prevention focuses on developing a
person’s level of awareness and providing techmigtee cope with stress. Lastly, tertiary

prevention is aimed at treating and assisting perghought to have suffered from a serious
illness related to stress.
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I ntegrative approaches

The second type of approach tends to integrateecaith intervention. Wallace et al., (2009)
have provided a holistic model that considers guamatory phase and an action phase. The
explanatory phase involves workplace stressors thatt effect on physicians, which has a
follow-on impact on the health-care system. Phgsisi outcomes are also affected by
contextual factors and person characteristics. alien phase considers the intervention aspect
of dealing with the issue of workplace stress antlires potential interventions based on the
causal evidence. Such interventions consist ofesdiing concerns related to: (1) workplace and
profession awareness, management and preventipphy2ician self-care and prevention, (3)
physician treatment and recovery, and (4) imprguatient care and system outcome. Another
example of this type of integrative approach faaltieprofessionals is Dunn’s conceptual model
of medical student wellbeing. In this model, a ‘t@preservoir’ demonstrates the interplay
between positive input (psychosocial support, do@ativities, mentorship, intellectual
stimulation) and negative input (stress, interraiflict, time and energy demands) as well as
taking into account personality factors, and pdssiutcomes (burnout or resilience). It is
suggested as a useful model for use in individt@lpinpoint possible areas for intervention
(Dunn, Iglewicz and Moutier, 2008).

A conceptual model of stress. Applications for focussing on one element,
integration and measur ement

The present paper aims to present a measuremerdl itiad can be used to monitor arousal
states over time and to consider these state changeference to their impact on workplace
stress, specifically in the health professions. @hthors feel that this model will be useful for
directing research in this area. It is an extensibearlier models cited in this area (Zubin and
Spring, 1977; Selye, 1970, 1976) and considereddre recent literature (Diehl and Hay, 2010;
Ray, 2008). These earlier models used an adaptitiorework intermeshed with the notion of
resilience, ‘survival of the fittest’. Selye (197® his seminal work on the evolution of stress,
noted the relationship between stress and the syngof loss of vigour and feeling exhausted.
It is from the feedback loop between stress andyitsptoms that the three phases described in
his General Adaptation Syndrome arise: the expeeieaf hardship (alarm reaction), the
adaptation to it (stage of resistance), and findléymake or break phase (stage of exhaustion).

The notion of adaptation and resilience resonai#s twe health profession literature. A recent
article (McAllister and McKinnon, 2009), reviewelet area of resilience in relation to health
professions and their adaptation to the health plade. McAllister and McKinnon suggested
that resilience has personal and cultural aspéetsare required when faced with demanding
work environments. For example, nurses and parasede often placed in traumatic situations
that are extremely adverse and thus, have to int@anechanisms to survive these situations.
McAllister and McKinnon further state that reseansto the mechanisms involved in resilience
and adaptation in relation to the health workplscstill in its infancy. Consequently, the main
purpose of the present paper is to describe antedlapeasurement model that can be used to
investigate these phenomena in more detail withenhiealth and other environments.

The adapted model is represented in Figures 1 dmel®v. The horizontal axis indicates time
and the vertical axis represents a combinationhgkiplogical (and potentially psychological)
indices of arousal, which is pertinent to the Hegltofessions given the evidence suggesting
acute and chronic exposure to high levels of aldaading to adverse stress-related pathologies
(Bakker and Demerouti, 2007; Rick et al., 1988; iRy2010). The exact mix of indices is not
crucial so long as it consistently indicates thact®n typically seen in response to acute

7
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stressors. Heart rate on its own, for example,cctwel expected to follow essentially the same
pattern as indicated in the graphs, and the indiexcould be customised to meet the needs of
different research projects. Similarly the absolutdues of the rising and falling index at
different points in time are less important thaaphttern of responses.

Figure 1. Accumulation of stress over time
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As can be seen in Figure 1, a person is conceptuato have a reasonably constant “normal”
state of arousal when awake, until some event tvitgcchanges it significantly (Selye, 1970,
1976; Zubin and Spring, 1977). Clearly, the hodrsleep are one such event and the so-called
“fight or flight” response, or stress reaction to acute stressor is another; both are indicated in
the diagram. In an ideal world, individuals wouldvk the time to recover fully from the
physiological changes produced by the stress respoas the stressor is dealt with or
ameliorates, and their arousal index returns inatugse to its “normal” state.

However, in many workplace environments, and esglgcin the medical professions, the
frequency of stressors is high enough not to alloie opportunity (McAllister and McKinnon,
2009). A person begins to recover from an acuesstresponse but has not yet completed the
process — they have not yet returned to their “rdirratate — when another stressor occurs,
producing a repeat stress response. As the fiqutieates, in a high stress environment the
frequency of occurrence of stressful events camgortethe individual recovering sufficiently to
return to their original “normal” state of arousaitil they have finished work for the day; and
recovery at this stage is likely to take longemthiawould from a single stressful event — a
notion of accumulative stress that has been predeoh numerous occasions (Kasl, 1984;
Benoliel, McCorkle, Georgiadu, Denton and SpitA&90). If their chosen forms of out-of-work
“rest and recreation” are in fact more arousingnthalaxing, and if their workplace is
chronically stressful, it is easy to envisage agrlasting change in arousal state, such that a
higher level becomes their new “normal” state, rintpted only by sleep, or in some cases by
alcohol or drug induced stupor. Clearly the exterwhich different individuals follow this path
will depend on a number of factors, including thiewvel of resilience or stress vulnerability
(Zubin and Spring, 1977; Selye, 1970, 1976; Diefd &lay, 2010; McAllister and McKinnon,
2009; Ray, 2008).
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Figure 2. Implementation of relaxation techniques in proiasal life
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Figure 2 indicates how, over time, the use of dacéi’e relaxation practice can reverse this
negative process and actually lower a person’siiadr arousal state. The concept is that after a
session of, say, Tai Chi, progressive muscle réilaxxeor Transcendental Meditation, during
which the person’s arousal index will have fallegngicantly, returns to their usual activities
while retaining a slightly more relaxed state tmammal. Clearly, they cannot perform normal
activities while experiencing the full “relaxatioasponse” (Benson, 1975, 2000), but tcey

do so while remaining slightly less aroused thars weeviously typical for them. Over time,
typically several months, this change can becomtiig, resulting in a new lower “normal” state
of arousal — almost a mirror image of the higheyuaal produced by long-term stress. Good
evidence from a number of studies, including metahsses, for this process in the case of blood
pressure and a range of other cardio-vascular fiaskors in response to Transcendental
Meditation and, to a lesser extent progressive tausdaxation, is provided in a review by
Schneider, Alexander, Salerno, Rainforth and Nid&005).

Thus, the model attempts to describe the mediunorig-term changes resulting from the

accumulated effects of repeated short-term changesousal in response to stressors. This
model can incorporate the different measurementesys presented above and aim to be
instructive for interventions. However, as the modedynamic in nature, it may also create
insight into the accumulative nature of stress-gwiliarousal and the recent conditions that
impact on the increase in stress. It is ideallyesufor the health workplace (and indeed many
other workplace contexts) as it maps out changestiay occur over an extended period of time
and can be used to appraise the temporal effeatvarking in a stressful or stress-free

environment. It can also be employed to monitoesstfinduced arousal levels of health
professionals and consider the effect of critinaldents such as major management changes.
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Implications for research and well-being

This proposed model of monitoring stress-arousatlteis useful for both workplace practice
and research. Effective interventions are availald a recent article in the New Zealand
Medical Journal (Henning et al., 2009) posed sévertatives that could be applied to the
medical workplace environment to heighten quaditjife for doctors and thus, reduce the onset
of stress and burnout. The initiatives include: ljaying a monitoring system for identifying
early warning signs of burnout, (2) promoting amgliementing engagement in healthy exercise,
(3) developing healthy sleep patterns, (4) creasiogess to retreats and regular meditation, (5)
establishing peer groups and one-on-one suppderegs and (6) ensuring close supervision and
support for junior doctors. These ideas were ddrivem reviewing the salient literature in this
area (Bruce, Conaglen and Conaglen, 2005; Child@idd 2004; Hassed, Lisle, Sullivan and
Pier, 2009; Huggard, 2003; Krasner, Epstein, BeckrBachman, Chapman, Mooney and Quill,
2009; Owens, 2001; Paice, Rutter, Wetherell, Winded McManus, 2002; Saleh, Quick,
Conaway, Sime, Martin, Hurwitz and Einhorn, 2007y aesonate with more recent research
(Hartfiel, Havenhand, Khasla, Clarke and Krayerl@Q In addition, interventions relevant to
New Zealand need to consider the unique contexsiécts of the New Zealand environment
such as the multicultural nature of the health viende in general (Suaalii-Sauni et al., 2009;
Alexander, 2008) and doctors more specifically (MoK, Wilkinson, Poole and Bagg, 2010).

Research paradigms are crucial to investigatingetfa@eas. The research in this area is flexible
and can encompass both qualitative and quantitaipproaches and utilise physiological and
psychological self-report stress measures (e.can@bia et al., 2009; Holmes and Rahe, 1967;
Morash and Haarr, 1995) and semi-structured irggrsi (Kinman and Jones, 2005). The
measurement model proposed in this study can be teseonsider the multifaceted levels of
stress that encompass psychological and physiabéactors. First, the model can be used to
monitor self-perceived levels of wellness usingf-sghort mechanisms as monitoring
mechanisms (Kristensen et al., 2005; Holmes anc&e RE®67; Curbow et al., 2000; Lambert et
al., 2004; Haoka et al., 2010; Boerjan et al., 2@Rdbinson et al., 2003). Second, physiological
measures (Chandola et al., 2009) can be used moagaobjective measures of stress-induced
arousal. External to the measurement model, sagicdb aspects of wellness can also be
investigated by considering the wider aspect oftextnand culture (Alexander, 2008; Suaalii-
Sauni et al., 2009) and it may be that some aspddtss dimension, too, can yield numerical
data that can be used in the model.

Conclusions

The measurement model presented in this paperestansion of earlier models (e.g., Selye,
1970, 1976; Zubin and Spring, 1977). It suggestt thumans adapt to the workplace
environment to survive its inherent stressors. Hareadaptation may not be a functional
outcome if it leads to vulnerability to stress-tethillness and problems with well-being. This
measurement model will likely be useful for variousrkplace environments, but the focus of
this paper was the health-related environment.example, the authors intend to utilise this
framework for further empirical quantitative andatjtative work in this area, specifically
monitoring doctors’ well-being in the hospital emriment. In addition, the first two authors
have already used it in training and developmenirses (for example, to explain the
cumulative effects of ongoing stress and of repbatge of secondary stress-management
interventions to business and medical students) msan inherently intuitive and applied
model that often resonates with medical and busis&glents as it does with both employers
and employees alike.

10



New Zealand Journal of Employment Relations 35¢253

References

Alexander, G. (2008). Cultural Competence Modelslimsing.Critical Care Nursing Clinics of
North America. 20(4): 415-421

Baker, D. (1985). The Study of Stress at Wdwhnual Review of Public Health. 6: 367-381

Bakker, A., and Demerouti, E. (2007). The Job DeusaiResource Model: State of the Art.
Journal of Managerial Psychology. 22(33): 309-328

Barling, J., Dupre, K. and Kelloway, E. (2009). dioting Workplace Agression and Violence.
Annual Review of Psychology. 60: 671-692

Benoliel, J., McCorkle, R., Georgiadu, F., Dentdn,and Spitzer, A. (1990). Measurement of
Stress in Clinical NursingCancer Nursing. 13(4): 221-228

Benson, H. (1975, 2000). The Relaxation Response. Xork: Harper Torch.

Benson, S., Sammour, T., Neuhaus, S. J., Findlayar8l Hill, A. G. (2009). Burnout in
Australasian Younger Fellow$he Australian and New Zealand Journal of Surgery. 79(9): 590-
597

Blix, A. and Lee, J. (1991). Occupation Stress agnbimiversity AdministratorsResearch in
Higher Education. 32(3): 289-302

Boerjan, M., Bluyssen, S., Bleichrodt, R., Van WBaumgarten, E. and Van Goor, H. (2010).
Work-related Health Complains in Surgical Residearid the Influence of Social Support and
Job-related Autonomyedical Education. 44(8): 835-844

Brief, A. and Weiss, H. (2002). Organizational Béba Affect in the Workplace Annual
Review of Psychology. 53(1): 279-308

Bruce, S., Conaglen, H. and Conaglen, J. (2005ynd@u in Physicians: A Case for Peer-
Support.Internal Medicine Journal. 35: 272-278

Bryant, R., Harvey, A., Guthrie, R., and Moulds, NR0O00O). A Prospective Study of
Psychophysiological Arousal, Acute Stress Disoalat Posttramautic Stress Disordimurnal
of Abnormal Psychology. 109(2): 341-344

Chandola, T., Heraclides, A. and Kumari, M. (200®sychophysiological Biomarkers of
Workplace Stressorsleuroscience and Biobehavioral Reviews. 35(1): 51-57

Child, S. and Old, A. (2004). Resident Medical ©éfi Working Conditions in New Zealand:
Results of a Recent Survelhe New Zealand Medical Journal. 117. Retrieved August 24, from
http://www.nzma.org.nz/journal/117-1204/1118/

Cooper, C. and Cartwright, S. (1997). An InterventStrategy for Workplace Stregsurnal of
Psychosomatic Research. 43(1): 7-16

Curbow, B., Spratt, K., Ungaretti, A., McDonell, Knd Breckler, S. (2000). Development of the
Child Care Worker Job Stress Inventdegarly Childhood Research Quarterly. 15: 515-536

11



New Zealand Journal of Employment Relations 35¢253

Cutler, J.L., Alspector, S.L., Harding, K.J., Wrigh..L. and Graham, M.J. (2006). Medical
Students’ Perceptions of Psychiatry as a Careeic€hscademic Psychiatry. 30: 144-149

Deckard, G., Meterko, M. and Field, D. (1994). Rbigs Burnout: An Examination of Personal,
Professional and Organizational Relationshiydedical Care. 32: 745-754

Dellasega, C. (2009). Bullying Among Nurs@gN, The American Journal of Nursing. 109(1):
52-58

Diehl, M. and Hay, E. (2010). Risk and Resiliencactérs in Coping with Daily Stress in
Adulthood: The role of Age, Self-concept Incoherrand Personal ContrdDevelopmental
Psychology. 46(5): 1132-1146

Dunn, L. B., Iglewicz, A. and Moutier, C. (2008). Bonceptual Model of Medical Student
Well-being: Promoting Resilence and Preventing ButnAcademic Psychiatry. 32: 44-53

Edwards, J.R. (2008). Person-Environment Fit inaDizations: An Assessment of Theoretical
ProgressAcademy of Management Annals, 2 (1), 167-230.

Edwards, J.R. (1996). An examination of competimgsions of the person-environment fit
approach to stresAcademy of Management Journal, 39 (2), 292-339.

Haoka, T., Sasahara, S., Tomotsune, Y., YoshinaMi&no, T. and Matsuzaki, |. (2010). The
Effect of Stress-related Faactors on Mental HeS8liltus among Resident Doctros in Japan.
Medical Education. 44: 826-834

Hartfiel, N., Havenhand, J., Khalsa, S., Clarkea@d Krayer, A. (2010). The Effectiveness of
Yoga for the Improvement of Well-being and Resitiento Stress in the Workplace.
Scandinavian Journal of Work Environment and Health. [Epub ahead of print]. Retrieved from
http://www.sjweh.fi/download.php?abstract_id=291df@da nro=1

Hassed, C., Lisle, S.D., Sullivan, G. and Pier,(2009). Enhancing the Health of Medical
Students: Outcomes of an Integrated Mindfulness lafestyle ProgramAdvances in Health
Sciences Education. 14(3): 387-398

Henning, M.A., Hawken, S.J. and Hill, A.G. (2009)he Quality of Life in New Zealand
Doctors and Medical Students: What Can be donevtmdABurnout?The New Zealand Medical
Journal. 122(1307): 102-11(Selected paper in the NZMJ Digest, February 2080 26-29]

Holmes, T. and Rahe, R.H (1967). The Social Re&ust Rating ScaleJournal of
Psychosomatic Research. 11: 213-218

Hooper, C., Craig, J., Janvrin, D., Wetsel, M. &amels, E. (2010). Compassion Satsifaction,
Burnout and Compassion Fatigue among EmergencyeNut®mpared with Nurses in Other
Selected Inpatient Specialitiekurnal of Emergency Nursing. 36(5): 420-427

Huggard, P. (2003). Compassion Fatigue: How much Ic@ive? Medical Education. 37(2):
163-165

Karasek, R.A. (1979). Job demands, job decisiotutit, and mental strain: Implications for job
design. Administrative Science Quarterly, 24, 285-308.

12



New Zealand Journal of Employment Relations 35¢253

Kasl, S. (1984). Stress and Healnnual Review of Public Health. 5: 319-341.

Kinman, G. and Jones, F. (2005). Lay RepresenttanWorkplace Stress: What do People
really mean when they say they are stres¥éatk and Stress. 19(2): 101-120

Krasner, M., Epstein, R., Beckman, H., Suchman,Ghapman, B., Mooney, C. and Quill, T.
(2009). Association of an Educational Program inndlul Communication with Burnout,
Empathy and Attitudes among Primary Care Physicidasrnal of the American Medical
Association. 302(12): 1284-1293

Kristensen, T., Borritz, M., Villadsen, E. and Giteinsen, K. (2005). The Copenhagen Burnout
Inventory: A New Tool for the Assessment of Burndork and Stress. 19(3): 192-207

Kumar, S., Fischer, J., Robinson, E., Hatcher, r&l Bhagat, R. (2007). Burnout and Job
Satisfaction in New Zealand Psychiatrists: A NagioB8tudy. International Journal of Social
Psychiatry. 53(4): 306-316

Kumar, S., Hatcher, S. and Huggard, P. (2005). &utrin Psychiatrists: An Etiological Model.
The International Journal of Psychiatry in Medicine. 35(4): 405-416

Lambert, V., Lambert, C. and Ito, M. (2004). Workg¢ Stressors, Way of Coping and
Demographic Characteristics as Predictors of Physind Mental Health of Japanese Hospital
NursesInternational Journal of Nursin Studies. 41: 85-97

Lumley, C., Stanton, P. and Bartram, T. (2004).uaisation Friend or Foe?: A Case Study
Investigation of Two Australian Hospitaldlew Zealand Journal of Employment Relations.
29(2): 33-48

McAllister, M. and McKinnon, J. (2009). The Impantze of Teaching and Learning Resilience
in the Health Disciplines: A Critical Review of ttéerature.Nurse Education Today. 29: 371-
379

McKimm, J., Wilkinson, T., Poole, P. and Bagg, \010). The Current State of Undergraduate
Medical Students in New Zealandedical Teacher. 32(6): 456-460

McManus, I. C., Keeling, A. and Paice, E. (2004reSs, Burnout and Doctors’ Attitudes to
Work are Determined by Personality and LearnindeSt% Twelve year Longitudinal Study of
UK Medical GraduatedBMC Medicine. 2: 29

McVicar, A. (2003). Workplace Stress in Nursing:L&erature ReviewJournal of Advanced
Nursing. 44(6): 633-642

Morash, M. and Haarr, R. (1995). Gender, WorkplBogblems and Stress in Policinlystice
Quarterly. 12: 113-140

Ng, K., Yeung, J., Cheung, I., Chung, A. and WHhre(2009). Workplace Violence — A Survey
of Diagnostic Radiographers Working in Public Haéalsi in Hong Kong. Journal of
Occupational Health. 51(4): 355-363

Owens, J. (2001). Sleep Loss and Fatigue in Medicaihing. Current Opinion in Pulmonary
Medicine. 7: 411-418

13



New Zealand Journal of Employment Relations 35¢253

Paice, E., Rutter, H., Wetherell, M., Winder, BdadcManus, |. (2002). Stressful Incidents,
Stress and Coping Strategies in the Pre-registratiouse Officer YearMedical Education.
36(1): 56-65

Pitts, W. (2007). Educational Competency as anchtdr of Occupational Stress for Probation
and Parole OfficersAmerican Journal of Criminal Justice. 33: 57-73.

Rahe, R.H. (1999). Stress and Coping; History appligations. In |I. Gawler (ed.Medicine of
the Mind. (pp. 209-236). Victoria, Australia: Chanel Presg Rd.

Ray, S. (2008). Evolution of Posttraumatic Stressofler and Future Directionérchives of
Psychiatric Nursing. 22(4): 217-225

Rick, T., Acton, S., and Payne, R. (1988). Acutal &hronic Stress in Cardiothoracic
Anaesthetiststress Medicine. 4(1): 3-9.

Robinson, R. J., Clements, K. and Land, C. (2008)rkplace Stress among Psychiatric Nurses:
Prevalence, Distribution, Correlates, and predstdournal of Psychosocial Nursing and
Mental Health Services. 41: 32-51.

Ryan, C. (2010). Reflective Inquiry in the Medi¢aofession. In N. Lyons (Ed.Handbook of
Rreflection and Reflective Inquiry (pp. 101-130). New York: Springer.

Saleh, K., Quick, J., Conaway, M., Sime, W., Marim., Hurwitz, S. and Einhorn, T. (2007).
The Prevalence and Severity of Burnout among Acé&@nhopaedic Departmental Leaders.
The Journal of Bone and Joint Surgery. 89(4): 896-903

Schneider, R. H., Alexander, C. N., Salerno, J,nfaih, M., and Nidich, S (2005). Stress
Reduction in the Prevention and Treatment of Caeioular Disease in African Americans: A
Review of Controlled Research on the Transcendevitadiation ProgramJournal of Social
Behavior and Personality. 17(1): 159-180

Selye, H. (1970). The Evolution of the Stress CepticBtress and Cardiovascular Disealde
American Journal of Cardiology. 26: 289: 299

Selye, H. (1976). Forty years of Stress Researaincipal Remaining Problems and
MisconceptionsCanadian Medical Association Journal. 115: 53-56.

Shanafelt, T., Balch, C., Bechamps, G., Russell, Dyrbye, L., Satele, D., Collicott, P.,
Novotny, P., Sloan, J. and Freischlag, J. (2009)rnBut and Career Satisfaction among
American Surgeonginnals of Surgery. 250(3): 463-471

Srivastava, K., Raju, M., Saldanha, D., Chaudh8ry,Basannar, D., Pawar, A., Ryali, V. and
Kundeyawala, S. (2007). Psychological Well-being/efdical StudentdMedical Journal Armed
Forces of India. 63(2): 137-140.

Steffy, B. and Jones, J. (1988). Workplace Straess ladicators of Coronary-disease Risk.
Academy of Management Journal. 31(3): 686-698.

14



New Zealand Journal of Employment Relations 35¢253

Suaalii-Sauni, T., Wheeler, A., Saafi, E., Robins@Gn, Agnew, F., Warren, H., Erick, M. and
Hingano, T. (2009). Exploration of Pacific Perspexst of Pacific Models of Mental Health
Service Delivery in New ZealanBacific Health Dialog. 15(1): 18-27

Veach, T. L., Rahe, R. H., Tolles, R. L. and NewHalM. (2003). Effectiveness of an Intensive
Stress Intervention Workshop for Senior Manag#ress and Health. 19: 257-264.

Wallace, J., Lemaire, J. and Ghali, W. (2009). Riigs Wellness: A Missing Quality Indicator.
The Lancet, 374: 1714-1721.

West, C., Huschka, M., Novotny, P., Sloan, J., Kglal., Habermann, T. and Shanafelt, T.
(2006). Association of Perceived Medical Errors hwResident Distress and Empathy: A
Prospective Longitudinal Studyournal of the American Medical Association. 296(9): 1071-
1078

Xyrichis, A. and Lowton, K. (2008). What FostersRyevents Interprofessional Teamworking in
Primary and Community Care? A Literature Reviémiernational Journal of Nursing Sudies,
45(1): 140-153.

Zubin, J. and Spring, B. (1977). Vulnerability: AeW View of SchizophreniaJournal of
Abnormal Psychology. 86: 103-126.

15



New Zealand Journal of Employment Relations 35@R1

Occupational Stress: Are We All Talking About the & me Thing?
MARK LE FEVRE AND GREGORY S. KOLT**

Abstract

Occupational stress is of increasing concern fopleyers and employees. The term stress
has multiple, and at times conflicting, definitioasd uses in the academic literature. In
addition very little investigation has related mahemployees define stress, and whether their
definitions have any relationship to those useddgdemics. This may call into question the
relevance of academic research to those who experi®r must attempt to manage, stress.
This paper investigated managers’ experiences andepts of stress and finds a core of
agreement between managers’ experience of strdsscademic definitions.

Occupational Stress: Are We All Talking About the Same Thing?

Stress, and occupational stress in particularbhasme a major issue in the public eye. Quite
apart from the often reported costs, physical, alerind financial of stress (ASCC, 2007,
Atkinson, 2000; Bejean & Sultan-Taieb, 2005; Caigiwt & Boyes, 2000; HSE, 2006;
Midgley, 1997) (ASCC, 2007; Atkinson, 2000; BandéeiGrinder, 1982; Bejean & Sultan-
Taieb, 2005; Cartwright & Boyes, 2000; HSE, 2006d#fey, 1997) most people in casual
conversation will admit to some level of stresdeofrelated to their work situation; 91%
according to Lifeline Australia ("<Lifeline Austiial - Stressed Out Australia - Survey Sparks
Call for Urgent - 03jul08.pdf>,"). Since at lea®84 (Murphy, 1984) authors have bemoaned
the inconsistency of terminology and definitiongdisn the literature, and the problems this
causes. Some (Doublet, 2000) have even gone s far suggest that there is no such thing
as stress, partly because its definition is so phmus. This may represent a fairly extreme
view but the lack of any agreed terminology or digifon is a continuing problem (Le Fevre,
2008; Nash et al., 2010; Nasiri Khoozani & Had2i@10).

Recently there have been efforts in the acadendcature to develop better definitions of
stress (Nasiri Khoozani & Hadzic, 2010) and morasistent ways of assessing it (Nash, et
al., 2010) albeit in the last case primarily in ditary setting. Most of this debate, however,
is academically centred. It is inward looking andynmave little relevance or resemblance to
what most people mean when they talk about strEsseems important that some
concordance exist between what academic researcledirse as stress, no matter how
inconsistently, and what those who express therasealg “stressed” actually mean. i.e., what

" Dr Mark Le Fevre is a Senior Lecturer at Aucklésmiversity of Technology (AUT)
** Prof Gregory S. Kolt is at the School of SchadlBiomedical and Health Sciences
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do people mean when they say “I'm stressed”? Withedidence of some agreement the
relevance and validity of academic research intesstfor practitioners may be called into
question. The academic literature appears to hamefew examples of enquiry into so called
“lay” definitions of stress (Dewe & O'Driscoll, 220Kinman & Jones, 2005) and those that
do exist have tended to either be a little indiradheir approach (Kinman & Jones, 2005) or
have used a relatively narrow approach using pneeléfpsychometric constructs (Dewe &
O'Driscoll, 2002; Rydstedt, Devereux, & FurnhanG04).

The study reported here was part of a larger eaemining the effectiveness of stress
management interventions (Le Fevre, 2008). As phathat project, managers were asked
about the nature of their job and workplace to gioene context to the study and were also
very directly asked “When you say I'm stressed, wdaes that mean?” This was in order to
give some reassurance that what the researchenwestigating based on academic theories
and models bore some resemblance to what the iparits were experiencing.

Methodology

Method
A descriptive qualitative approach was used fos gtudy and the research questions being
investigated were:

e How do managers define stress?
e What is the workplace like in terms of demand, ipéesonal interaction, and change?

Participants
Participants were 14 managers working in the tefgoanications industry in New Zealand
and Australia.

Procedure

Participants were recruited through e-mailed retgues take part in follow-up interviews
after the end of the SMI project (Le Fevre, 20@8)otal of 66 e-mail invitations were sent to
all participants. Of these, 19 invitations were tsém participants from the Australian
organisation and 47 to participants from the Newlded organisation. All e-mail requests
were followed up by telephone, usually resultingvaice mail messages being left. Seven
participants from the Australian organisation reg@li accepting the invitation and
arrangements were made to carry out the interviewgs a 2-day period at the organisation’s
head office in Sydney. Unfortunately, 2 of the m#pants were unable to attend the
scheduled interviews due to unexpected work comamtmso 5 interviews were carried out.
No other replies were received from the Austrabaganisation, either to repeat e-mails or to
voice mail messages left prior to the deadlineafoanging the interview schedules. Fourteen
participants from within the New Zealand organsatreplied, 3 declining to take part and
11 accepting. Of the 11 who accepted 2 later hadttadraw, one due to an overseas transfer
within the organisation, and one due to increasetkwommitments. No other replies were
received from participants within the New Zealamgamisation either to repeat e-mails or to
voice mail messages left prior to the deadlinesfaanging the interview schedules.
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Interviews were carried out by the author eitheByalney or in Auckland at the offices of the
employing organisation for each participant. Notese taken by the interviewer during the
interviews to record gestures or expressions they hmave modified interpretation of the
audio record by adding a further dimension to tbmmunication that occurred at the time.
Notes were kept brief to allow the interviewer tincentrate on what was being said and to
appropriately question and probe. A semi-structungelview format (Flick, 2006) was used
with standard questions maintaining a coherentsira between respondents while allowing
a relatively free discussion to develop where radpats were so inclined. All interviews
were recorded to mini disk for later transcriptaomd analysis.

Analysis

All interviews were transcribed by the researched &ntered as source documents into
NVivo. Transcripts were read several times to beabm process of extracting themes. An

open coding approach was used to develop a codingeivork (Bryman & Bell, 2003; Miles

& Huberman, 1994). Two parallel approaches werel isecode the participants’ responses.

Initial coding consisted of simply gathering togatlall the participants’ responses to each
question using the auto coding feature of NVivdis process enabled the interviews to be
read two ways, both as narratives by each resporadehas sets of comparative responses
question by question. From this joint-structuredirg approach more narrow areas of

commonality emerged, were noted, defined as theares,used to code responses. Where
such themes emerged later in the analytical progessiously coded material was reviewed

to enable the new themes to be included where pppte. During this process some areas of
text were coded to more than one theme as sufficiethe responses were coded to retain
intact the sense and context within which the cadgtloccurred.

Findings and Discussion

In the following discussion it should be noted thlaé participants’ statements used to
illustrate particular ideas often emerged as péarhe discussion related to questions that
were nota priori, associated with that idea. (e.g., statementsriefeto high pressure in the
job may have been made while responding to a qurestiating to other issues).

In the following section some conventions are obs@rto fairly represent the complexity
inherent in the responses, aid clarity, and pres#rg anonymity of participants. All directly
quoted material is within quotation marks and @idised. Where portions of text have
occasionally been excised to reduce the lengtluotes or remove material not necessary to
maintain the meaning and intent, ellipses (...) aedu Quotes are identified as originating
from either New Zealand or Australian managers artre proper names were given by the
participant they have been replaced by [Name] ie tBxt for personal names or
[Organisation Name] for the name of participantany, organisations.

Organisational Context
The two organisations from which the intervieweesavdrawn were the New Zealand and

Australian operations of the same multinationatdemmunications corporation. They share
a significant core set of values and, more formalbplicies and standard operating
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procedures despite their geographical separatiorG@y, personal communication, May,

2005).

Telecommunications is usually characterised agla-tach, fast-paced and dynamic industry
which seems to be reflected in the reported charatits of the two subject organisations.
This is demonstrated in the following quotes.

“It's a dynamic industry and probably a very dynanoirganisation.” [Australian
manager]

“... it's mainly what | was saying about fast pacdgnamic, forever changing,
restructures, moving different departments, diffiéggrojects...” [New Zealand
manager]

“...[Name] has often said- the previous CEO - tlsishe most dynamic environment
he has ever worked in...” [Australian manager]

Against this background of industry-related dynamithese particular two organisations
appear to share a cultural milieu of high pressamé rapid change. All interviewees

mentioned the rapidity with which projects and gties within the business could change,
and all also related this rapid change to idegsr@$sure and lack of control over outcomes.
These are both factors considered to be assocmthdoccupational stress (Spector, 1998;
van der Klink, Blonk, Schene, & van Dijk, 2001)eBsure and lack of control are reflected in
some of the following examples relating to the fzete of the environment.

“...because of the pace of change in this industoyt know, if you don’t keep up with
the new technology you're dead. Things do chanderéeve’'ve even had time to
launch something and it's already redundartNew Zealand manager]

“I think with [Organisation Name] it's such a faptaced environment...we change all
the time, in fact I've never worked in such a fasanging environment before. You
start working on a project and then it changes foouit stops. You know that can be
a really hard environment to work in and | thinlkouyknow, that's why we have such
a lot of burnout here at [Organisation Name] becauef the nature of the
environment.”[Australian manager]

“A very simple exampléof lack of control]our budget constraints. You plan a thing
and then it can’t happen because of the budgettrings.” [Australian manager]

“...for instance | was working on a resourcing prdjéer a year, nearly to the end,
nearly to the business, and suddenly it got canaed,that sort of pressure and when
you've been working on something and it just chapged it changed because we
didn’t have the budget, and for good reasons butwiou put your heart and soul
into something and then it suddenly changes. h&s that you've got to deal with and
you've got to become very resilient and just rollhwthe punches.(laughs) [New
Zealand manager]

Respondents frequently commented on the effect ttiatfelt pace and pressure in their

working environment had on their lives, both initheork and private capacities. For
example:
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“| used to come in to work and work most weekentlenwl first worked here at
[Organisation Name] like [Name] is doing now. Like is fairly new he’s working
some crazy hours and so are a lot of people ardwere, crazy hours, and | used to
come in every weekend and | just refuse to dortbat and, yeah so | guess | have
adapted (laughing).TAustralian manager]

“I do have periods after very exhaustive and qulifficult meetings sometimes go
over eight hours | feel really drained and all Ircdo is go home and sleegNew
Zealand manager]

“| often get quite anxious, quite nervous on a Sandight about work on a Monday
‘cause in my mind I'm always thinking ahead anaking OK I've got to do this this
week ... | get a bit anxious and | find it really dao sleep on a Sunday night.”
[Australian manager]

Despite the repeated perceptions of pressure assssbne can't help but be struck by the
generally high energy and enthusiasm of the orgéinisal members as the following quotes
show.

“There’s always something interesting going on.itSyoes, up and down; but | am at
the moment on the upward curve because of the ehand I've got a new area so,
up and down and challenge. And the old one is bawpboring, but as long as there
is something to balance and you’re challenged, Wellold boring stuff can stay...”
[Australian manager]

“I took this role and it's a challenge for me. Ita totally different skill set so, even
though I've found it to be very difficult, and hawvér could have been done a lot
better, it has been very challenging and | am d@ngyt.” [Australian manager]

“I mean today I'm having a great day and I've gat awful lot on, but, it's like
‘great’ ‘cause I'll just get on and do it.[]New Zealand manager]

“I like my job very much. Yes | ddNew Zealand manager]

Every meeting room and most work spaces in bottarosgtions have notices, with the
corporate logo and colour, exhorting standards mérgetic and enthusiastic work and
customer service. Unfortunately given the wordirfgttte notices and the nature of the
businesses it is impossible to directly quote themthout instantly identifying the
organisations concerned. The organisational cométkin which these managers live and
work seems to be one of frequent change due tdythamic nature of the industry, with the
pressure that almost inevitably goes with such draphange. This is felt by most
organisational members interviewed as both pregsyserform and some lack of control due
to relatively frequent project changes and, at $sineidget restrictions. Long work hours are
frequently reported by managers as illustratedvieelo

“Oh yeah, by the time it's time to go home it's klarmean I’'m here ‘till six o’clock,
maybe a little bit later; it's dark.JAustralian manager]
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“... the problem with this one is I've worked 60 hedior six or eight weeks so I've
got a load of extra time there that I'm probablyt gming to get back and | can't
necessarily afford now to take a week off becatse dot the next bit hard on its
heels and still got issues from the first one ...rEEyear we get busier and that will
just continue.”[New Zealand manager]

Not all managers, however, agree with the idea siah long hours are required by the
organisation as is illustrated by the example below

“[Organisation Name] creates an environment that ot what I'd call a
presenteeism culture, but it's down to the indiaidto take that on board. Some
people have worked in other organisations wheres@néeeism is the culture and they
bring it with them. So although the company suppartifferent culture it's down to
the individual to take advantage of that. | knowddact that some people don’t take
advantage of that but | do[New Zealand manager]

It is possible, therefore, that some of the presdelt may be self-generated although only
one respondent expressed the above opinion antheo members of the respondent’s team
were interviewed. It is quite possible that diffeces between the cultures of individual teams
within the organisation have a role to play herafddtunately the nature of this sample of
participants (there are no multiple members from team) does not allow this possibility to
be examined.

In summary the respondents’ perceptions of therisgéional context within which they
work appears to be characterised by high demaedspre, relatively rapid change, and some
lack of control often related to budget restriciorMost feel that long work hours are
required though two respondents expressed diffeogmions. One suggested that the
perception of a requirement for long hours may tmething that people bring with them
from previous employers, and one makes clear tiegt ho longer work the long hours they
did when they first joined the organisation havieglised thatyou don’t actually get any
thanks for that and you need to be smarter in howwork.” [Australian manager]

Yet within this environment there is still considble enthusiasm and energy for the job.

Participants’ definitions and experiences of stress

All participants were asked what they meant whey taid “I'm stressed”. In the discussion
following this question, several related themes rge that may be described under the
headings of “workplace overload”, “general overlgaahd “internally focussed conceptions
of stress”. These were related to different aspeftthe way stress was defined and

experienced by the participants.
The following quotes may best illustrate the wodqa overload theme.

“... overloaded, too much to do, not in control ahtis.” [New Zealand manager]
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“Too much happening at once, and | used to havérage with a friend of mine,
where an “it's all too much moment”, where therest too many things happening at
once and it really seems like it's just all too imidNew Zealand manager]

“The expression ‘pushing shit uphill comes to minpAustralian manager]
“I think work overload” [Australian manager]

These responses all reflect a primary concern ¥eigtings of having too much to do, or
perhaps too many different things to do in the waldce and are reminiscent of the idea of
role overload as exemplified by the work of Kahralik, 1974; Kahn, Wolfe, Quinn, &
Snoek, 1964).

In terms of the general overload theme, one mansgecifically referred to a tendency to
voluntarily assume too many responsibilities in amaside work and another referred
directly to other pressures outside the work emwirent.

“but usually for me it's about taking on too muchdathen it all kind of hits all at
once so it is my own fault usuallyRlew Zealand manager]

“not having a good work-life balance, so trying teanage you know a property
outside work, on the committee of, the strata cdtamitrying to make all these
changes there and do everything at work so I'm neatlly relaxing at home er,
putting too much pressure on myself. Yeah | gugss inumber of things yeah.”
[Australian manager]

This general overload theme may be illustrativespill-over where stressors outside the
workplace affect occupational stress, and workplsitessors affect general stress levels
outside the workplace, a process which may leaghtoverall increased level of stress both
in and out of the work situation (Leiter & Duru96).

Most participants reflected on a more internallgussed conception of potential stressors
and form the third theme.

“I personally after trying to define stress woulkirik it stress is someone not being
able to meet one's own expectatiorjé&ustralian manager]

“I think it means a number of things. | feel prolhal great weight of responsibility.
When I'm particularly stressed | can feel that @most insurmountable whatever the
particular issue is"[New Zealand manager]

“I'd associate with that an uncertainty around cairt decisions that have to be made,
definitely when it affects myself, but probably eneo when it is something that is
going to affect other people. That would probabdéy rhore stressful, more anxiety
creating. That would probably be itfAustralian manager]

As far as these managers were concerned the prariglace stressors were centred around

work pressure and multiple concurrent demands dad,some as expressed above,
uncertainty surrounding decision making. This lattencern recalls ideas related to role

22



New Zealand Journal of Employment Relations 35@R1

conflict where managers become uncertain abouttbaet or make decisions in response to
a lack of clarity in their work roles, a situatiamhich, it has been suggested, leads to
increased stress (Rizzo, House, & Lirtzmann, 19Kyst respondents also did not closely
distinguish between stress and stressor in theporeses to the initial question. This lack of
distinction is perhaps best illustrated by the l&ngply below, which contains references to
external pressure and demand, emotional responseplaysiological response in a single
answer to the initial stimulus question.

“It's usually just things flying around too muchféund too sometimes it's can'’t
concentrate. | found that a bit last week, whemd lots of projects to manage and |
had lots of people coming to me to ask questionksanff. I'd start something and

then forget what | was doing, be easily divertetb isomething else. | have on
occasions felt physical, like a couple of occasiaten you know, you can't take a
deep breath it's hard to breathe and | guess tleerobne is you sort of feel more
emotion. | had one like that last week, the rehbiyrible day lots and lots of emotions
running really hot amongst the whole team so | tbtimat | got more angry. And

when | left a particular meeting, | felt quite emaial. | sort of could feel the tears
coming and | don't do that. Those are the thingg, usually it is too many things

going on in my head[New Zealand manager]

When it came to describing their experience ofsstigarticipants’ responses covered various
aspects including emotional and physiological resps, perceived cognitive impairment

such as confusion or inability to concentrate, awine behavioural patterns, often in

combinations. Some examples are summarised in Table

The literature concerning non-academic and nonegssdbnal interpretations of stress is
relatively sparse (Kinman & Jones, 2005) but interesting to note some parallels between
the findings of this study with earlier work, esjadly the most closely related study of
Kinman and Jones. In a similar manner to the ctirstndy, Kinman and Jones were
interested to find what people meant when they dagy were stressed. Whereas in the
current study that question was posed quite diré¥then you say ‘I'm stressed’ what does
that mean?”, Kinman and Jones were a little modéreat. They asked six questions in a
semi-structured interview approach with questiore diwhat do you think the term
‘occupational stress’ means?” (Kinman & Jones, 2@03.07) being their slightly less direct
question. The authors specifically stated that thesyed to elicit their interviewees’ opinion
on the concept of stress in general rather than pleesonal, first hand, experiences thereof.
Despite the differences in approach and the patemiluence of recent stress management
training and psychometric survey on the currentganthere are strong parallels in the
findings.

A third of Kinman and Jones’ (2005) intervieweeshaeptualised occupational stress as
negative stimuli such as work overload wheream#drviewees in the current study regarded
overload as a prime stress while also acknowledgthgr more internal aspects such as “a
great weight of responsibility” and uncertainty asntributors to a stress response.
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Table 1: Participants’ descriptions of their experences of stress with indications of
emotional (E), physiological (P), cognitive (C), athbehavioural (B) reference

Quote E|P|C

“It could mean that I'm stressed because | just’d&now what to do next. I've gotx X
all these things in my head that | know | needd@udd | just can’t clearly pick one
out and do it. Or I'll start doing it ... | did it ygerday. | started doing something,
did something else, did something else, having tafiee different conversations
with people all at the same time em, and like hagdthree or four tasks. And
yeah, multitasking’s great but there comes a puwinére I'm saying “Am | really
actually getting anything out of this?” I'm just ganding my energy on it and I'm
not getting anything back.4nd “Yeah the whole not being able to pinpoint gne
thing, not being able to focus. And maybe beingt aditated and finger tapping
and you know that would be a physical attributé @ihd sometimes ... | don't like
huffers, but sometimes I'll have a huf@hd “Just annoyed, just like | know |t
doesn’t have to be like this. If it's someone éhs#’'s put this upon me well that's
what | hate, but it's just general annoyedness qussff-ness.” [Australian
manager]

“Em, | think, a number of things ... you often emar.me it's more of a physicalx | X | X
thing. | can feel it in my body very quickly. | detshed,(giggled and flushed
tense in my shoulders em, my heart starts to raoe,yeah it's a very physical
reaction to me. | just get very anxious em, my nmedomes a bit cloudy, | start
working really quickly, and em, yeah it's just &lfeg of ‘Oh shit!’ (laughs)yeah.
You just, you just don’t know where to start and yast feel overwhelmed and
what that must do to your body is just; yealjAustralian manager]

“What would that translate to? Probably a typic#nsation | would be agitated k | X | X
would feel a bit fuzzy in the head, | would prolydiek! like my blood pressure was
growing up | would feel a bit of pumped up liketthtaybe some other things like
a tightness in the neck or the back somethingtlike And from a mental point of
view I'd say confusion to a certain extent, jusheinsure of everything... is clear
in your head, and possibly it leads to a kind obguastination where there's so
much to do what you do firstfNew Zealand manager]

“I think in the first instance it's probably a li& bit of anger that you're so busyx
but | think after that it would probably turn theher way and become oppressjve
because you would feel that you, well | would feat I'm not performing to th
best of my ability so I'd be angry but also distexs and perhaps a little bit
depressed about it[Australian manager]

1%}

“Okay! The symptoms are that inability to focus ame thing plus the feeling pk | x | X
being out of control kind of a drowning feeling stimes and increased pulse even
so physical manifestations sometimes even kindcofcdasweat but not quite to the
n'th degree just very slight.[New Zealand manager]

“There are certain things | do, that | only do instressful situation and if | see
myself doing them | know that I'm stressed: obgedsiings, repeating things. If
ever see myself doing that then | know. Things dikat the car three times and
make sure it is locked, not be happy with somethuggwritten down from notes
and just rewrite it there's really no need to datth'll find that I'm preoccupied
with how much I've got ahead of m@New Zealand manager]

“Where stress for me comes into is when | feeldhgiittle moments where you're X
just holding on just by the tips of the fingers ahén suddenly you don't feel
anything(gesturing with fingertips, hands claweat)d you think * shit am | falling,
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am | finding something else.” And that's exactlyhit feels to me and those
situations are quite simply | don't know what'sthéxion't know my diary, | don
know where things are at, | don't know what stagepte are working on thing
It's usually very much a light touch approach whemn feel that you haven't gpt
that, that you think wow! Stop. I've got to gbthé way back and re-establish all
that again so | can get my anchor point again, &meh | can still just hold on with
fingers | don't need to hold on tight | just needhbld on with fingers that's fin
That's when | feel stressed is when | just dornvehhat certainty of just knowing
what's generally going on{New Zealand manager]

—

“When | was younger and really worked way too ham@member driving hom
and vomiting in my own lap because | was so sttkasd tired and exhausted and
I was about 30 then, that when | was about the Wwofslew Zealand manager]

[1%)
X

Those interviewees of Kinman and Jones who coneépéal occupational stress as primarily
a response to external stimuli (20% of their sajngi®wed a range of ways of describing the
response, which Kinman and Jones categorised ascghyesponses (e.g., departure from
physical health), cognitive responses (e.g., iitgbtb think clearly), affective responses
(e.g., departure from optimum psychological funmitig), and as a combination of all of

these. As shown in Table 1 and elsewhere in theeouistudy, a similar complex multi-

faceted concept seems to underpin the responses bivthis group of corporate managers.
Similarly to Kinman and Jones’ findings, participann the current study often gave
responses that contained aspects of some or amotional, physiological, cognitive, or

behavioural interpretations of stress.

Other researchers (Dewe & O'Driscoll, 2002; Rydstetlal., 2004) have also investigated
non-academic interpretations and concepts of odimu@d stress. Rydstedt et al.
investigated the relationship between lay theowésstress and resulting distress in a
longitudinal study and found a small but significaffect in that beliefs regarding the causes
and alleviators of stress were related to longenteerceptions of mental stress. Dewe and
O’Driscol were more directly concerned with manageonceptions of stress and how they
related to the actions managers may take to resluess in their organisations. The findings
from this study suggested that individuals who peeed they had little control over stress
factors in their workplace were more likely to coies stress and its management as a
managerial responsibility than as an individuapoesibility. These studies took a, perhaps,
more narrow stance due to the prime use of psyctrmmestruments, with their predefined
constructs, to elicit responses regarding strasgerahan the more open approach of Kinman
and Jones (2005), though Dewe and O’Driscol did alsploy some more open questions in
their survey. Kinman and Jones employed semi-stradt interviews to elicit lay
representations of work stress.
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Conclusion

In summary it would seem clear that despite Dolblg000) claim that there is no such
thing as stress, managers, at least these managdesnly share a core perception that stress
not only exists but that they experience it. Thaatthey experience is indeed both complex
and difficult to define is also clear, however #heloes appear to be a common core shared
between these “lay” concepts and academic constofcitress as shown by the themes that
emerged in this study. i.e. stress is experiencedplaysical manifestations as well as
psychological and emotional states, and behaviautiomes often with little differentiation
between these different aspects. The academicfuke term stress to refer to environmental
stimulus, psychological and physiological and psyobical manifestation, and behavioural
outcome is therefore reflected in these manageqeergence. Perhaps Doublet (2000) has a
point and a new terminology is required to replsgeh an ill-defined term. In the meantime,
however, there does appear to be general agredmémeéen academic and non-academic
concepts of stress even though that agreement grass@s considerable confusion.
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Autonomous motivation and well-being: An alternative approach to
wor kplace stress management

RICHARD SISLEY

Abstract

Task or job autonomy has long been recognised a®bthe factors that promote eustress in the
workplace. However, it can also be associated imitheased workload and consequent distress.
This article proposes that the much broader cotistfiautonomous motivation, as understood
from a Self-Determination Theory perspective, caovjgle a comprehensive approach to stress
management that avoids these dangers. Strong edipievidence is presented that the
facilitation of autonomous motivation in a variatff ways promotes individual well-being and
hence eustress, to the benefit of both employeeamuloyers.

I ntroduction

The direct causes of workplace stress, in termsark overload and inadequate organisational
and/or personal resources have been well-desctBedcker and Demerouti, 2007; Colligan and
Higgins, 2005). More specifically, the causes dftrdiss and eustress (‘negative’ and ‘positive’
stress respectively), have been described, witrerstra role for individual perception in
distinguishing between them (Lefevre, Matheny aidt,k2003).

Among other factors, job autonomy has been welll#ished as a means to reduce job distress.
For example, Rousseau, Salek, Aube and Morin (2f228)d that perceptions of poor procedural
justice were less likely to lead to psychologicisttréss in the presence of work autonomy; Van
Yperen and Hagedoorn (2003) found in a survey o$erithat job control lessened fatigue, and
Kalleberg, Nesheim and Olsen (2009) found job amtoynand participation in decision making
reduced stress in a sample of Norwegian workers.

Bakker and Demerouti (2007) note that job char@ties, such as decision latitude, an
important variable in Karasek’s (1979, 1998) demeaontrol model of job strain, satisfy the

need for autonomy, one of the three basic humadshaecording to Self-Determination Theory
(Gagne and Deci, 2005; Ryan and Deci, 2000a, 2008).other two fundamental needs — for
competence and relatedness — can similarly befiedtiBy resources such as constructive
feedback on performance, and social support, whighees with Hackman and Oldham (1980)
job characteristics theory that emphasizes thewvaiidinal potential of job resources at the task
level, including autonomy, feedback, and task sigamnce” (Bakker and Demerouti, 2007: 312).

However, the concept of autonomy used both inéisearch on causes of workplace distress and
in theoretical models like those of Karasek (19/%98) and of Bakker and Demerouti (Bakker
and Demerouti, 2007; Demerouti, Bakker, Nachre@ed Schaufeli, 2001) invariably refers,
perhaps not surprisingly, fob or task autonomy, i.e. the degree of latitude an empldyezin
determining how they will perform the tasks thamstitute their job.

* Senior Lecturer, School of Business, Faculty ofiBess and Law, Auckland University of Technology
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As others have noted, increased task or job autgndoes not always necessarily reduce
distress, and can, indeed, increase it (Kashefi92Parker and Sprigg, 1999; Van Yperen and
Hagedoorn, 2003). In some cases, its provisionbeageen as a control mechanism (Graham,
1995; Lincoln and Kalleberg, 1990) and exploitati¢&odard, 2004; Osterman, 2000). The
effects of job or task autonomy are also likelywary as a function of individual differences,
with it having a beneficial effect on those who artonomously motivated as a trait (see below)
but not on those who are more control motivateds(lself-determined) (Fernet, Guay and
Senecal, 2004).

This article argues that autonomomstivation, as understood by Self-Determination Theory
(Gagne and Deci, 2005; Ryan and Deci, 2000b, 20f#),act to reduce distress and promote
eustress and well-being in a number of ways abow l@eyond the effects of simple task
autonomy — ways that perhaps run less risk of bewpexploitative.

Autonomous Motivation, Well-Being and Eustress: definitions

It seems reasonable to construe distress as loabsent well-being. In other words, what
promotes well-being is likely also to promote eess:.

There are several related and overlapping constroficivell-being. For example, the contrast
between hedonic well-being and eudaimonic well-p€Ryan and Deci, 2000a) closely parallels
that between Subjective Well-Being and Psycholdgdi¢all-Being (Keyes, Shmotkin and Ryff,
2002). Similarly, more passive forms of happinessamtentment are distinguished from vitality
(Nix, Ryan, Manly and Deci, 1999). However, allsbeconstructs reflect positive states of being
and all have been associated more strongly wittoremmous as opposed to controlled
motivation.

The constructs of intrinsic and extrinsic motivatiare well-known and may be defined in the
work context as follows:

“intrinsic motivation: the motivation to engage in work primarily foisibwn sake,

because the work itself is interesting, engagingr ,in some way satisfying” and
“extrinsic motivation: the motivation to work primarily in response tongething apart

from the work itself, such as reward or recognit@nthe dictates of other people”
(Amabile, Hill, Hennessey and Tighe, 1994:950).

In the framework of Self-Determination Theory (Gagand Deci, 2005; Ryan and Deci, 2000b,
2002), autonomous motivation includes both intrinsic motivation and well-intaftised (or
“integrated”) extrinsic motivation, and is contestwith controlled motivation consisting of
external motivation (traditional extrinsic motivati, external to the organism) and “introjected”
motivation, which “involves people taking in an esttal contingency, demand or regulation, but
not accepting it as their own” (Deci and Ryan, 206"

The motivation to perform a particular action maydbearly autonomous or controlled, but also
at the trait level, an individual can be descrilbsdgenerally, more inclined to be autonomously
than control motivated, or vice versa, as an imtligl difference characteristic, and individuals
will vary in how strongly they can be thus typified
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In the literature reviewed below, some studies rreée intrinsic motivation and others to
autonomous motivation which, as noted, also indudell-internalised forms of extrinsic
motivation. In every case, the extrinsic or corémotivation they are contrasted with is either
entirely external or a combination of external @oorly internalised “introjected” motivation, so
there is no overlap between the two broad categofienotivatior?

Autonomous motivation increases well-being

A tendency toward more intrinsic as opposed toimsitr motivation is associated with more
trusting, empathic and stable relationships (Kaaser Ryan, 2001; Sheldon and Kasser, 1995),
whereas a more extrinsic motivational orientatiohinked with Machiavellianism (McHoskey,
1999). Striving for a goal for self-determined @as or to help bring about intrinsic rather than
extrinsic higher level goals, is associated witeager well-being and predicts positive daily
mood (Sheldon and Kasser, 1995). Pursuit of auteusnnather than controlled goals increases
happiness both in its hedonic form and its eudag&n@elf-realisation) form, but only the latter
leads to adaptive coping and a consequent reduitistress and to improved physical health
(Miquelon and Vallerand, 2008).

A closer analysis reveals that bathat you strive for (intrinsic versus extrinsic goalntents)
andwhy you pursue them (autonomous or controlled motived¢pendently affect well-being
(Sheldon, Ryan, Deci and Kasser, 2004). For exangileough both are extrinsic, purchases
made with the intention of acquiring a life expade make people happier than purchases of
material possessions (Van Boven and Gilovich, 20B8gstner, Lekes, Powers and Chicoine
(2002) showed that progress towards goal attainnmemtssociated with positive affect and
decreased negative affect, but actual attainmegbals tends only to enhance well-being if the
goals are intrinsic, not extrinsic (Koestner, 20@eldon and Kasser, 1998). In a study by
Niemiec, Ryan and Deci (2008), the attainment dfinsic aspirational goals was associated
with psychological health and well-being, but attaent of extrinsic goals was related to ill-
being.

This contrast is visible both at the trait and ttate levels. Experimentally induced states of
autonomous motivation enhance subjective vitalpl(er, Deci and Ryan, 2006; Nix et al.,
1999; Ryan and Deci, 2008), and people with higragts of autonomy and competence tend to
report greater subjective well-being (Sheldon, Rgad Reis, 1996). This is likely to translate
into more positive behaviour towards other peopl&. instance, an autonomous orientation in
medical students was associated with higher retiognof the importance of empathy, patient-
centeredness and sensitivity to patients’ psychcédgand social needs, and an increase in
autonomous learning predicted both an increasbeset psychosocial beliefs and in perceived
competence (Williams and Deci, 1996).

Intrinsically motivated states, and especially tllew” experience that can occur during
intrinsically motivated engagement in an activityCs{ckszentmihalyi, 1990, 1997,
Csikszentmihalyi, Abuhamdeh, and Nakamura, 2008, @easurable experiences inducing
positive affect. Hence, we can expect that thogerancing such states more often (i.e. those
who are strongly intrinsically motivated as a raifll exhibit improved health. This is likely
because positive affect has been shown to haveegtdpositive influence on physiology,
enhancing the immune, cardiovascular and digesyrseems (Salovey, Rothman, Detweiler, and
Steward, 2000). Similarly positive beliefs suchaasense of meaning, internal locus of control,
and optimism, that tend to be associated with artwus motivation, have physical health
benefits (Taylor, Kemeny, Bower, Gruenewald anddR@600), and in the case of internal locus
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of control have also been associated with bettiergerformance and greater job satisfaction
(Chen and Silverthorne, 2008).

This expectation has been confirmed. Self-deterchigpeal striving and the pursuit of intrinsic
rather than extrinsic higher goals have indeed guoio be associated with greater physical
health (Sheldon and Kasser, 1995) and fewer pHysyraptoms (Kasser and Ryan, 1996), and
greater personal autonomy is associated with deedemortality among nursing home residents
(Kasser and Ryan, 1999). Exercise frequency andlagty were greater in older adults who
were autonomously motivated, interestingly moréhsm when they were motivated by the need
for stress management! (Dacey, Baltzell and Zaiatsky, 2008).

Thus, there is substantial and growing evidencée dbéonomous motivation, in both state and
trait form, is associated with a number of psychaal, emotional, behavioural and physical
health benefits in comparison with controlled mation (Kasser, 2002). In short, it is associated
with well-being across a variety of parameters lagwice with reduced distress.

Autonomous motivation and work performance

Historically, the evidence for a link between woperformance and either intrinsic job
satisfaction (Hosie, Sevastos and Cooper, 2007htdnsic motivation generally (cf. Kuvaas,
2006 with Hechanova, Alampay and Franco, 2006,%ufdand Shin, 2006) has been weak and
inconsistent. However, several recent studies haemted more strongly to a positive
relationship.

Coaches’ autonomy support was shown by Gillet, &falid, Amoura and Baldes (2010) to
improve sporting performance (judo). In a univers#etting, autonomous motivation was
associated with better grades (Black and Deci, p@0d@ with depth of processing and test
performance (Vansteenkiste, Simons, Lens, SheldonCeci, 2004). In the non-profit sector,
Grant (2008) found the positive connection betwdéle® desire to help others (pro-social
motivation) and persistence, performance and piodiycin doing so was greatly enhanced by
the presence of intrinsic motivation. As noted iearlthe highly internal locus of control
associated with autonomous motivation leads botless job stress and to better performance
(Chen and Silverthorne, 2008), and Fernet et 2004) found autonomous motivation led to
better work productivity and reduced burnout. Samy, Rubino, Luksyte, Perry and Volpone
(2009) found loss of intrinsic motivation fully miated the link between poor perceived job-
person fit and the inefficacy aspect of burnouta liest of the “happy productive worker thesis”,
Hosie et al., (2007) found self-rated affective Ivbeling and intrinsic job satisfaction predicted
managers’ performance across a range of dimensions.

Taking these findings as a whole, there is increggi strong evidence that autonomous

motivation not only improves well-being in a vayietf ways, which have direct stress-reduction
effects, but also improves performance in a nunalbeontexts. Improved performance not only

rewards employers but usually also reduces, orast|satisfies, performance pressure (job
demands) on employees, providing an additionatéadipath to stress reduction.
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Implications for staff selection and task assignment: the importance of choice

Task autonomy satisfies the need for autonomy wébard tohow one does the job.
Autonomous motivation, however, can also be a faotowhether one chooses to do that
particular job, in other words an employee’s decido apply for a particular position.

This clearly has implications for recruitment amdestion, and also for assignment of employees
to specific tasks. Those working on jobs, or inamigations, for which they feel some value-
based identification (i.eidentified or integrated self-regulation in the SDT schema), will
experience autonomous motivation for the work, wttle likelihood of the stress-reducing
benefits described in the previous sections.

Similarly, where it is possible to assign employeeshave them assign themselves, to tasks they
actively enjoy, they will experience intrinsic maition for the activity with, again, the
documented beneficial effects of autonomous matwatn distress.

Autonomous motivation by definition always implies element of choice at some level.
According to some theorists (Baumeister, Bratslgys¥uraven and Tice, 1998), any act of
choice comes at the cost of “ego-depletion” ands lo§ energy. However, this has been
demonstrated to apply only to controlled choices. (Where there is subtle or not-so subtle
external pressure to choose some options overs)thart not to genuinely autonomous choices
(Moller et al., 2006). A recent meta-analysis ofsdddies showed clearly that “when individuals
are allowed to affirm their sense of autonomy tigtowchoice they experience enhanced
motivation, persistence, performance, and prodaot{Batall, Cooper and Robinson, 2008: 298),
although this effect may be stronger in Westerhamathan Asian cultures (lyengar and Lepper,
1999). Thus, employers, in the West at least, whavige their staff with genuine choices

regarding their work will benefit, while at the sartime improving employees’ well-being and

eustress.

Passion, flow and meaningfulness

Passion

If autonomous motivation has all the benefits, btahemployees and to their employing
organisations, expounded above, should we expeantst intense forms of it to have the most
benefit? This raises the construct péission for an activity, in this case work activity.
Vallerand’s Dualistic Model of Passion (Valleraa07; Vallerand and Houlfort, 2003) defines
passion as “a strong inclination toward a selfftiafj activity that one likes (or even loves),
finds important, and in which one invests time andrgy” (Vallerand, 2007: 1-2). This passion,
however, can take either of two forms, labelledrfihanious” and “obsessive”; the former
involving a genuinely autonomous and integrativeerinalisation of the activity into a person’s
identity, and the latter, a controlling, ego-inwakinternalisation where the drive to perform the
activity comes to control the individual rathernhéce versa. As might be expected, harmonious
passion has been shown to predict psychologicakadent and performance, whereas obsessive
passion can lead to damaging over-persistencep@tigological gambling).

Relating this to the work context, Burke and Fikssmim (2008) make essentially the same
distinction between what they label Passion andi&uatoh. Their research found that while both
types of behaviour result in higher than normalijpkestment (involvement, hours worked etc);
passion is correlated with more work satisfactigreater psychological well-being, and less
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obsessive job behaviours, while addiction has éxdbe reverse relationship with all three
variables.

Thus, in terms of both stress management and jofnttment, passion for the job is to be
encouraged and selected for, but care must be takelistinguish it from it's obsessional,
addictive counterpart.

Flow

A state likely to arise more often in the pursdiagassion is that of Flow or optimal experience,
wherein the person is intensely involved in thavagt their skills just match the challenges
posed by it, the subjective experience of the gpssdH time is often altered, and action is
perceived as effortless (Csikszentmihalyi, 199071 Csikszentmihalyi et al., 2005). It has
been argued that “flow is a form of eudaimonic weding....findings suggest that flow may be a
critical psychological state that is associatedhwgositive mood, a core component of
psychological well-being” (Fullagar and Kellowayj@®: 610).

Employers cannot create flow states in their engdgsy— nor in fact, can the employees
themselves in any direct and reliable fashion —they can encourage and facilitate employees
to engage in those activities for which they aghhyi intrinsically motivated or have a passion,
and which are, hence, more likely to result in flexperiences.

Meaningfulness

Work that seems meaningful to an employee in tesfritkeir own values will, by definition, be
autonomously motivating via integrated self-regolat If passion can be seen as a very high
level of autonomous motivation, meaningfulness can bstcoed as deeper form of it, one that

is a powerful driver of work commitment and jobistction (Chalofsky and Krishna, 2009). It
also has associations with workplace spiritualign(mons, 2006; Kolodinsky, Bowen and Ferris,
2003). A full discussion of work as a source of mieg is beyond the scope of this paper, but
selecting staff who do find a particular job peisibn meaningful over those with mainly
extrinsic motivation would seem a sensible paraddtress management strategy. A word of
caution is in order, however. As Lips-Wiersma andri4 (2009) point out, much of the
research on meaning at work has focused om#magement of meaning, which can often prove
to be prescriptive and controlling, and hence nailasupportive of autonomous motivation.

Implications for stress management interventions

The foregoing discussion has presented evidence grectices that support autonomous
motivation improve well-being and promote eustrdgss is not to suggest that there is no role
for more traditional primary and secondary stressxagement interventions (SMIs).

Despite strong advocacy of primary (organisatideaél) SMIs (e.g. Cousins, MacKay, Clarke,

Kelly, Kelly and McCraig, 2004), secondary (indival level) SMIs are more widely used

(LeFevre, Kolt and Matheny, 2006) and, generallgrereffective (Van der Klink, Blonk, Shene

and Van Dijk, 2001). However, it can be argued.(&grdon, Jauregi and Schnall, 2009) that
emphasising secondary at the expense of primarys SMdws organisations to shirk some of
their responsibilities towards employees and tivifare, and amounts to telling the “victims”

to “cure” themselves. Conversely, organisations$ tlewvote much time and effort to ineffective

primary interventions may aspire to wear the hdla 6good employer”, but are often wasting

valuable resources for little other gain.
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One solution to this dilemma may be to foster aotoous motivation supporting policies as a
primary SMI while also making autonomously motingtisecondary SMIs available in a manner
that allows maximum choice. Secondary SMis of amdkprovided they are effective, will
generally be self-reinforcing, simply because treguce distress and hence, increase well-being.
The great majority are enjoyable to do and, theegfimtrinsically motivating. Those that are not,
for example the painful early stages of a vigorplugsical exercise programme for someone who
is very unfit, will usually be motivated by wellternalised extrinsic motivation (identified or
integrated regulation in the SDT schema) sincepdrson sees the benefits of the programme in
helping them become the person they want to bewalhdhus, still be autonomously motivated.

In a similar way, some secondary SMIs, especiadlgt&rn meditation and yoga techniques, and
some martial arts, also tap into integrated reguidbecause they are considered to be a means
to attain self-development goals. At their highéisése goals link to “the meaning and purpose
of life” and hence, the deeper form of autonomowgivation represented by meaningfulness.
Since they tend also to be intrinsically motivatisgch practices are doubly or triply
autonomous!

Conclusion

This article has presented strong evidence thakplace practices that encourage and cater to
the autonomous motivation of employees will inceetigir well-being in an impressively wide
variety of ways, including improved emotional arfg/gical health and much reduced distress. In
particular, as noted above, when employees aredadwith genuinely autonomous choice they
experience “enhanced motivation, persistence, pegoce, and production” (Patall et al., 2008:
298). Hence, overall their work experiences areeudtress rather than distress, and of better
performance. When the more developed forms of amous motivation and the phenomena
associated with it — (non obsessional/addictivessjman for the work, a sense of meaningfulness,
and frequent flow experiences — are given the dppdy to flower, the research indicates that
not only eustress but improved job satisfaction amgydnisational commitment result.

With such benefits both for employers and employees1 autonomous motivation, it would
seem obvious that the traditional “carrot and S$tiektrinsic/controlled approach to worker
motivation is long overdue for retirement, at letsim the majority of jobs in the Western
workplace, and replacement with practices that nu#ly work something to enjoy rather than
merely tolerate or even dread. What might suchtjpes look like? Specifics will obviously
depend on the job and the context, but the pravisfdreedom of choice is the essence, whether
it be choice of job, of the way best to performoh pr tasks within it, of the order in which to
perform tasks or, where feasible, a more geneedw@ive freedom to make job-related decisions
as circumstances change. Clearly, some jobs leardgélves to such practices much better than
others, and there still remain some where the tamd stick have a place, but it is important to
emphasise that with a little ingenudyery job has at least some aspects that can be magetsub
to autonomous choice.

This article has argued that promotion of such tres constitutes a broad approach to stress
management at the primary intervention level tltatnbined with choices from a range of
autonomously motivating secondary SMIs, will be emering rather than controlling. As such,

it goes well beyond the simple provision of taskalr autonomy and will avoid the potentially
stress-increasing effects such policies can sorestilrave. Not only should stress levels be
significantly reduced, but performance levels asfutgatisfaction increased, to the benefit of all
concerned.
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Notes

! Interestingly the intrinsic-extrinsic distinctidvas recently received support at the level of biaietion, with
overlapping but different brain areas becomingvactvhen a person is experiencing intrinsic motivatontrasted
with incentive motivation (Lee, Reeve, Xue and >X§p8009).

2 Although it is, of course, perfectly possible ®Hoth intrinsically and extrinsically motivated the same activity
at the same time (Amabile et al., 1994).
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Unhealthy Work? The policy-practice divide
in Australian Call Centres

ZEENOBIYAH HANNIF", FELICITY LAMM ~, AND ANNE VO™

Abstract

Call centres have attracted the attention of rebeas globally due to their
implementation of new forms of work organisatiordahe implications these represent
for the workforce. While there has been a greal deritten on the poor working
conditions within the call centre industry, and sodiscussion on the impact of these
conditions on the health and safety of workersrethis still little known about the
occupation health and well being policies and jicastused in these workplaces. There
has also been scant research on the health arng eafeeriences of call centre workers.
This paper aims to address these gaps by examifiether the tasks performed and the
occupational health and well being policies andtficas in call centres lead to unhealthy
outcomes for workers. A case study methodologyiad to explore these questions in
two Australian call centres which highlight the elisity that exists in the industry. Key
findings based on interviews with case study pigdiats and key stakeholders indicate a
misalignment between policy and practice, whichre@epent various immediate and
ongoing risks for employees. A number of policyhcerns are raised through the data,
particularly where negative occupational healticootes can be associated with the lack
of organisational compliance with employment leafisin.

I ntroduction

While call centres offer various economic opportiesiin the form of increased efficiency
through business process re-organization, and mabend urban development, poor job
quality is increasingly becoming recognized as amacross these workplaces. The call
centre industry is frequently described in therditare as engaging in low-profit value-
added activities, characterised by poor wages andittons, a disposable workforce, and
the implementation of Taylorist principles, all @fhich have real implications for
occupational health and well being and well beM{nllace et al., 2000 Paul and Huws,
2002).

The growth of the call centre market has been |ededl with the emergence of an
extensive literature on call centre workplaces,tlgete has been muted discussion on the
occupational health and well being of call centarkers. Where occupational health and
well being is discussed, much of the existing regeaerely draws attention to the risks
prevalent in these workplaces. There is little e way of research that specifically
evaluates the occupational health and well beirigips, practices and outcomes in these
contexts. This paper aims to address these galiterature by determining whether the
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tasks performed and the occupational health antibe@lg policies and practices in call
centre workplaces are conducive to ill health. &itisg the context for this paper,

literature pertaining to the health of call centrerkers will be reviewed. The case study
research design will subsequently be outlined,ofe#ld by an overview of the key

findings, and a discussion on the potential impiwe these represent.

Call Centresand occupational health and well being: theliterature

Call centres exemplify the shift towards technoldmsed work, and the new forms of
work organisation that are emerging in the servammomy. Over the past decade, call
centres have represented one of the most impatamtes of job growth in a number of
countries including Australia (Batt and Moynihaf02 Russell, 2004). Since call centres
started proliferating in the market two decades, éigey have surpassed their traditional
role as efficient and effective marketing and resgomediums, and are increasingly being
realised as profit-centres, representing the liimst of consumer contact for a multitude of
business types, across all industries and secBusgéss and Connell, 2004). The
tendency for organizations in the new economy tu$oon ‘core competencies’ has also
led to greater outsourcing and offshoring of calhtte functions, and the growth of
specialist call centre service providers (Austral@ommunications Association (ACA),
2004).

Although these organizations have grown in pronieerthe job quality issues that have
emerged in the broader Australian socio-economitteca, particularly with the transition
to the new economy, are also highly relevant tegheorkplaces (Green, 2005). Firstly,
call centres are characterised by relatively lowele of union representation. The
URCOT (2000) report suggests that although calltreenare a growing centre for
employment growth in Australia, union representaémd coverage of these organisations
remains scarce. The increase in outsourcing armaeges across call centres also
represents obvious implications for job qualityegi that outsourced activities still tend to
be under-regulated, and under-represented wherensinare concerned (Australian
Council of Trade Unions, 2002).

Technology has played a strong and distinctive moléhe labour process of call centres
providing organizations with structure, surveillanand control — essentially the
antecedents of this new form of work organizatibhis raises important implications for
occupational health and well being and job qualifiyen that these technologies allow
work to be controlled and monitored in a way thaswpreviously not possible, largely
removing control from employees, and placing thesehe sphere of consumers and
managers (Crome, 1998 Callaghan and Thompson, 20Bdjther, occupational health
and well being issues are raised due to technofogy the ‘information era’ being
combined with the principles of work organizaticgriged from the ‘industrial era’. Work
organization in call centres is often highly rersg@nt of the Taylorist and Fordist
production line system, particularly with the focus ‘mass production’, ‘mass
consumption’ and the standardisation of processggnised in an assembly line method
of production (Taylor and Bain, 1999). These psses are familiar, in terms of the
repetitiveness of tasks, the scripting of work, #mel intense pressure to process as many
potential customers as possible using telephonecangputer technology (Holman, 2002
Hutchinson et al., 2000a). The customer beconmeesubject and object of the call centre.
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These centres promise lower cost and high retwnghie purchaser of service but the
delivery of these services is dependent on an faated employee”.

These organizations are also characteristic of forenulation of new and diverse
management ideologies, all of which have the saoa¢ @f increasing worker productivity
in the new economy (Green, 2005). On one end o$thée are managerial principles that
endorse high commitment philosophies and team bstsectures as a means of attaining
normative control (Thompson, Callaghan and van Bierek, 2004), and at the other end
of the spectrum are more ‘sacrificial human resesirstrategies’ which rely on employee
replacement as opposed to employee developmenire@smas of maintaining consistently
high levels of productivity and quality (Wallaceadt, 2000).

As started earlier, there is scant research onotteupational health and well being
experiences and outcomes in the call centre litezatNevertheless, the issue of stress and
burnout is the most widely reported occupationalltieand well being issue in the call
centre literature (Holman, 2002 Healy and BramB@)3). The 200%s your call survey

of 1,549 Australian call centre employees foundsstrto be a more prevalent issue in 2009
than what it was 10 years ago. Higher levels m&sst could be attributed to increasing job
insecurity concerns with call centre work going @eas, greater phone call monitoring,
fewer opportunities for breaks, fewer opportunitietake annual leave, poor ergonomics
and lack of training and support. Over one-thifdparticipants also highlighted their
dissatisfaction with KPI's and targets, suggestivese are additional workplace stressors.

Call centre work is often target-focused, where-fdfilment often leads to disciplinary
action (Bain and Taylor, 2002 Shire et al., 2002)rder to avoid being isolated, workers
have to be highly performance driven, and constawtirk towards meeting statistical
goals (Australian Communications Association RededACA], 1998 Richardson and
Marshall, 1999 Union Research Centre for Orgarasatind Technology [URCOT], 2000
Paul and Huws, 2002). According to URCOT (2000)s¢éhéemands can create a great
deal of stress for employees, particularly whernistteal targets are unrealistic or
unreasonable. The unpredictable nature of calffidravith job cycle peaks and
fluctuations, also contributes to stress by creatimcertainty for workers (Australian
Communications Association Research [ACA], 1998 Batl Moynihan, 2002).

Extensive systems of monitoring can also be aswatiaith stress and burnout in call
centres (Richardson and Marshall, 1999 Union Reke&entre for Organisation and
Technology [URCOT], 2000 Bagnara and Marti, 200LIRand Huws, 2002 Healy and
Bramble, 2003). Employees are aware that they arderu constant management
surveillance and performance monitoring, and théates greater pressure for workers to
perform. There is also evidence of monitoring geused as a tool to intimidate and
demean staff; the monitoring of toilet breaks, @nidate calls are two prime examples
(see URCOT, 2000). Systematic and often rigoroositaring mechanisms have been
strongly associated with turnover in this industry.

Work in the call centre environment can also beg enotionally demanding, particularly
given that employees are often expected to deah whuse and harassment from
customers (Crome, 1998 Richardson and Marshal® Y@8llace et al., 2000 Bagnara and
Marti, 2001; Deery and Kinnie, 2002 Paul and Hu2802). Crome (1998) suggests
customer frustration is becoming a more common gimeamon in the industry, and is
often associated with organisations’ promises sf &nd efficient services, which are not
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always possible to deliver. Being on the frontlioall centre workers are required to deal
with emotionally demanding scenarios on their owften with little or no time to
recuperate because of the constant pressure tmeeriaking and/or making calls. The
URCOT (2000) study indicates that uneducated catlan have similar effects, creating a
significant amount of anger and frustration for ésgpes trying to maintain their
performance targets. This issue is also relevanbffshore call centres where CSR’s
often experience language problems (Taylor and,Bx4i64).

Employees working in the call centre environmere krgely isolated from their co-
workers during shifts, given that the primary iafgion is between employees and the
organisations customers. Thus, another cause Ibfceatre workplace stress can be
associated with what ACA (Australian Communicatiokssociation Research [ACA],
1998) describes as the “inconvenience of beingalitewired to the desk”. The stress of
having minimal social interaction is exacerbateduoyher expectations on employees to
remain seated and attached to telephony and comguiigoment for what can sometimes
be, extended periods of time (Australian Commuiocat Association Research [ACA],
1998 Union Research Centre for Organisation andhi@ogy [URCOT], 2000 Paul and
Huws, 2002). This aspect of employment can caugeifiant emotional and physical
strain.

The issue of ‘emotional labour’ also representsomimplications for health and safety in
call centre environments, and represents an asdehtls been examined by a number of
researchers (Frenkel et al., 1998 Houlihan, 2002a@glzan and Thompson, 2001
Mulholland, 2002). Hochschild (1983) first coingde term “emotional labour” to
describe occupational emotional demands experiebgetlight attendants. Emotional
labour is defined by Hochschild (1983) as “the nggmaent of feeling to create a publicly
observable facial and bodily display”. Emotionabdur is represented by the effort
expended to manage or regulate ones emotionaloract work in order to exhibit those
performance behaviours valued by the organizatiod,to suppress the expression of less
acceptable behaviours (Hochschild, 1983; Taylo88)9 This is particularly the case in
interactive service occupations, which require onesne contact with customers (Taylor,
1998). Call centre employees are particularly grable to a demand for emotional
labour, as their jobs generally require maintainandriendly and positive demeanour
despite job characteristics that may engender ivega&motional reactions (e.g., irate
customers, complex problem solving, or hectic wamake). As Taylor (1998: 98) noted in
his study of the telephone sales department ofitssBrirline “service sector employers
are increasingly demanding that employees dee@aitely work on and change their
feeling to match the display required by the labmacess “. These “displayed” emotions
have an economic value, with employees being judgedthe basis of customer
satisfaction (Houlihan, 2002 Callaghan and Thomp&601). According to Frenkel et al
(1999) some of the ‘emotional labour’ capabilitreguired of call centre workers include
the ability to remain calm despite the pressuree@ated with responding to a continuous
flow of customer calls; and the ability to maintaririendly, positive and tactful, attitude
whilst simultaneously remaining disengaged psydjioklly as a means of defence
against rude and abusive customers.

Physical strain is another key issue, and is aasatiwith the multiple demands placed on
workers at any given time. Not only are employesiired to stay seated during shifts,
they are also expected to make and/or receive wdlie simultaneously reading scripts
and/or entering data into manual or computerisestesys. This is all done under strict
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surveillance as they work to maintain their perfante statistics. The restrictive and
repetitive nature of these tasks and the simultameose of multiple call centre
technologies, represent a number of hazards forloye@s’. These include eye sight
problems/computer vision, occupation overuse syméfcepetitive strain, acoustic
shock/hearing problems, occupational voice losseessness, back/postural problems
and headaches (Union Research Centre for Orgammsatid Technology [URCOT], 2000
Paul and Huws, 2002). In their research, Tayloale(2003) found that the two most
commonly reported health and safety complaints veeelness and mental fatigue. A
quarter of respondents also experienced stiff slewsl and necks, backaches and
pains/numbness in hands, wrists or arms. Headaedesalso common place — reported
by half of all respondents as a regular occurrence.

The URCOT (2000) report suggests that physicalodigort, including neck and back

stiffness persist despite the use of ergonomiaddlyigned equipment in the workplace.
Taylor et al's (2003) research however suggestsetfgppnomic issues are a concern only
for a minority. Rather, “it is the way in which Icdandlers’ tasks (are) structured,

organized and performed” that is the biggest cdoiseoncern (Taylor et al, 2003: 446).

In other words, there is significant evidence tggast that the very nature of call centre
work is strongly predisposed to physical stress.hil$% employees surveyed in the

URCOT (2000) study drew attention to the value efular breaks in minimising the

effects, Taylor et al (2003: 435) suggest “radigdd re-design” as the only effective

remedy.

M ethodology

It is clear from the international literature ththere are occupational health problems
associated with call centre work, particularly ssiefatigue and musculoskeletal disorders.
However, what has generally been overlooked inliteeature is an examination of the
occupational health and well being policies, pragiand outcomes of call centre work in
the one study. The aim of the research was to d¢lisegap by identifying the extent to
which the policies and practices used in call @ninade the work unhealthy for workers.

Two call centres were studied to examine the @iatip between these three facets: one
located in the public sector (referred to as “Galltf and the other located in the private
sector (referred to as “Salesplus”). A qualitatbese study methodology was adopted to
cater for the multiplicity of ‘reality’ captured thugh subjective experiences, and to allow
for an examination of the experiences of custoreerice operators (CSOSs) in the context
in which they occurred (Marshall and Rossman, 199%p examine the occupational
health and well being policies utilised in both Wgeaces policy documents, union
documents (where relevant) and employment agreemeete reviewed and analysed.
Data on the occupational health and well beingtaras and outcomes experienced in the
two call centres was derived through in-depth fexdace interviews with Managers,
Team Leaders and CSOs. A comparative element Igasaalopted into the research
design to facilitate comparisons between the cagly sites.

The profiles of the two call centres are presentedable 1. Salesplus is located in
Melbourne, and operates as part of a network afaauted call centres (CCs). This CC
has been in operation for 14 years, and with 140Cs€ats is a very large CC by industry
standards. Salesplus has managed to maintain meesmof scale whilst operating wholly
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as an outsourcer, providing a variety of fixed teanmd ongoing services to the 50 plus
clients they service at any given time. This C®olwes a balance of inbound and
outbound calls. There is no union presence onwheh is typical of the majority of CCs

in the Australian market. Turnover in Salespluseiorded at less than 10 per cent, and is
mostly associated with students pursuing oversea®lt Exit interviews indicate that
CSOs rarely turnover to join other CCs.

Table 1: Call Centre Type and L ocation

GOVTCALL SALESPLUS
L ocation Newcastle Melbourne
Sector/ industry Public/ Government Services Private/ Outsourcer
Type In-house/capacity as outsourcef  Outsourcer
Size 226 seats 1400 seats
Age 13 years 14 years
Typesof calls Inbound & Outbound Inbound & Outbound
Union presence CPSU — 49 per cent unionised No presence on site
Turnover Under 10 per cent Under 10 per cent

With 226 seats, Govtcall is the largest CC in avoek of customer service CCs. Based in
Newcastle, this particular CC has been operatinglf® years. In terms of CC type,
Govtcall largely operates as an in-house CC deslicab the servicing of 3 specific
Government funded programs which operate as sephusiness lines. Some 98 per cent
of the work is inbound — customer service beingphmary function. Around 49 per cent
of the CSOs in Govtcall are members of the Commuaitd Public Sector Union. In
Govtcall, turnover relating to those employees ilegthe organization altogether is only 5
per cent. This figure rises to 10 per cent whamstering the number that move out of the
CC and into other areas of the organization’s ngtwo

As Table 2 indicates, semi-structured intervieveserxconducted on site or over the phone
with CSOs, Supervisors/ Team leaders, and Managérs. length of each interview
varied depending on the amount of detail given fgrviewees, but generally ranged
from 30 to 80 minutes in length. These interviemeye supplemented with workplace
observations, archival analyses, and document wsvie The number of interviews
undertaken represents around 10 per cent of stdfiGovtcall and 3 per cent of staff at
Salesplus. The issue of sample accuracy is alwessept, especially for Salesplus. The
triangulation of interviews across CSO and managard the use of documentary
information assisted in improving the validity bEtinterviews undertaken.

Table 2: Sample Interviewed Within the Two Call Centres

Govtcall Salesplus
Call Centre operators 18 26
Supervisory staff 6 8
Managers 3 4
Total 27 38
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Findings

This section outlines the key findings relating docupational health and well being
policies, practices and outcomes in these two aaltres. The occupational health and
well being policies from each call centre are owttl in the following table. Key
weaknesses in the policies are also listed asiftiehby CSOs and TLs during interviews.

Table 3: Occupational health and well being Policiesin Govtcall and Salesplus
and I dentified Weaknesses

Govtcall Problems in the Salesplus Problems in the

policy policy

Services & Facilities: Services & Facilities:
. Ergonomically designed height
- Ergonomically designed height adjustable work stations
adjustable work stations - Hot desking . Work stations assessed by team
- Work stations assessed by leaders
accredited OHS reps and local - occupational . Masseuse makes regular site
area occupational therapists health and well visits
- On-site gym being reps not e Referrals to Counselling/ EAP
- Referrals to EAP or Call always available o Stress management courses - stress
Centre Social Worker and occ therapist and workshops available management
on site only once a e  Relaxation/Time out areas course not
year mandatory
OHS Training & Information: OHS Training & Information:
e  OHS induction training

- OHS induction training e Staff kept aware of OHS policies
- Staff kept aware of OHS and procedures & updates —
policies and procedures & available on intranet and
updates — available on intranet hardcopy
and hardcopy e Regular updates from OHS reps
- Annual evacuation training and e  OHS discussed during 1 on 1's | - lack of team
all staff site evacuation with team leaders leader training in
- Fire wardens — bi-annual dealing with
training for different scenarios occupational

- Training and accreditation for
OHS reps/first aid officers

- OHS & wellbeing discussed
during team meetings

- team meetings
not long enough
and focus more on

health and well
being. conflicting
demands (with
organisations

‘targets’. objectives)

OHS Reporting: OHS Reporting:
. Report OHS issues to team - lack of team

- Can report to team leaders - - lack of team leaders/managers leader training in
available to provide assistance leader training in . Report OHS issues to OHS reps | dealing with
- Can call on OHS reps/ OHS dealing with occupational
committee members occupational health health and well
- Union reps available and well being. being.

- Local area occupational
therapists

conflicting
demands (with

- Infrequency of

- All hazards recorded on organisations OHS rep
hazard register objectives) meetings
- All OHS incidences recorded
using online accident reporting - low levels of
system reporting due to
negative ‘stigma’
- lack of action
taken in response
to reports
Monitoring of OHS: Monitoring of OHS:
- At least 1 OHS rep on site at - evidence of . OHS reps ever floor - large call
all times inadequately . Fire wardens on every floor centre — not all
- Workplace assessments trained reps e  Team Leaders consult with CSOs aware of
undertaken by accredited OHS conducting CSOs about OHS issues who
reps assessments occupational
- Workplace hazard register - leave has health and well

(maintained by all staff)

negative stigma

being reps are
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Govtcall Problems in the Salesplus Problems in the
policy policy
- Staff stress/fatigue monitored attached to it in this
via leave and statistical data call centre.

Consultation/CSO
involvement:

- Active OHS committee
comprising elected staff reps —
hold quarterly meetings

- CSOs can influence additional
OHS checks

- First aid officer/fire
warden/OHS rep roles all
staffed by CSOs

- existence of
committee but to
what extent are
concerns being
communicated to
committee due to
infrequence of
meetings?

Consultation/CSO involvement:

First aid officer/fire warden/OHS
rep roles all staffed by CSOs

- general
management team
have very different
views about
occupational health
and well being to
that experienced
on the shop —floor
— is information
being adequately
communicated

upwards?
Other: Other:

e Compulsory 5 min - Breaks tightly e De-briefing with Team Leaders | - reactive rather
OHS breaks every policed after stressful calls than proactive
hour approach to

e  Utilise national OHS - Inadequate stress-
policy recognition of management

‘local’ issues

The following section summarises findings relatiogthe occupational health and well
being practices and outcomes in the two call cent&SOs were firstly asked to reflect on
the adequacy of the occupational health and welgbgolicies and practices in the
workplace, and to discuss any occupational healtti well being issues they had
experienced as a direct consequence of the wdHeigall centre (e.g. stress, fatigue, back
ache etc). The findings are as follows.

Govtcall

In-depth interviews with CSOs from Govtcall suggesemployees either had or were still
experiencing occupational health and well beingofgms due to their work in the call
centre.

Just over a fifth (22 per cent) of Govtcall CSO=imiewees complained that being seated
for extended periods of time caused them discom#dthough ergonomically designed
workstations had assisted in minimising the seyeof outcomes. A number of
interviewees (22 per cent) had also experiencetedorm of musculoskeletal disorders —
including neck pain, back pain, and repetitive istiajury in their fingers, hands and
arms. Two CSOs stated they had seen other CS@® iworkplace experience similar
discomfort.
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“I've seen other people go through neck injuriegld®SI and it seems to me that
they are placed under a bit of stress. Some dewveér report it because of the
hassle and they don't think anything will be dobeuat it anyway” (Govtcall, CSO
12)

CSOs interviewed argued that one of the main resaadry there was an increase in rate of
musculoskeletal disorders amongst the staff wastltiey were now regularly required to
rotate to different workstations, and readjustihg hew workstation each time they
moved. The CSOs interviewed also point out that tmeyaployees had no or little
experience of correctly adjusting the workstationsuit the individual and their team
leaders also lacked training in this area. As 08&€interviewee stated:

“It's just at the moment | constantly have to adjos/ desk every week because my
back will hurt or my shoulders will hurt or | geeddaches or something. It's also
just the frustration that | can'’t just have the pen who's trained, and qualified to
do it set me up - and the fact that it's ongoindrisstrating at the moment. I've
changed chairs trying to get it to fit in properlyAnd you can really say too much
about it, it doesn’t go down nicely, and won’t cgaranything much”. (Govtcall,
CSO 5).

Although the team leaders were aware of the muskaletal disorders associated with the
nature of the work, with repetitive strain injuig$l) being the most common problem,
they believed that the musculoskeletal disorderd hcreased as a result of the
introduction of the self-paced learning tools.

“The number of people complaining of physical paiextremely high. Not many
report it though. | think the increased use of theuse and the computer, and the
self paced learning things — so now they are nanegetting away from the
computer — it's all PC based”. (Govtcall, Team Hea 2)

Team leaders stated any cases of musculoskelstablérs were dealt with promptly and
those experiencing the discomfort were given sdmeldility with regard to their targets.

“Straight away — we do something — as soon as tkedyus we act on it. The
occupational health and well being rep checks endésk set up for them, and we
start swapping arms. If it slows them down we teare”. (Govtcall, Team
Leader 4)

Stress and fatigue were other prominent occupdtioeedth and well being issues. All the
employees interviewed at Govtcall had experientegss at some time during their work.
The probationary period of their employment wagipalarly stressful in which they were
continually monitored and were required to achi@%e per cent accuracy rate in order to
be offered continued employment. In addition, mahyhe interviewees (44 per cent)
stated that the stress they had experienced waa dsect result of the inflexible
managerial practices in the organisation, partitylan relation to work-life balance
issues.

“I know | won't get time off for when my childretadg school. There is lack of
support here — and no one really to ask for helfGovtcall, CSO L
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Other management practices that created stress garamiployees were: excessive
monitoring; the lack of team leader support; grefiieus on negative rather than positive
reinforcement in relation to performance; and imdiaing behaviour towards the
employees, as the following comments indicate:

“They’ll pick up on things like your call handleme which is supposed to be 5
mins, 20secs. Mine might be 5.22 and they’ll pipkon that for two seconds. |
just think that’s so ridiculous and | do get upabbut it. If it was 2 seconds in the
‘real’ world or another workforce — they’d just létgo”. (Govtcall, CSO 17).

“They won’t notice you when you do something rightvell, but they are all over
you if you make one mistake. Like you'll get amierand then the team leader
will come talk to you about it, and then anotheanteleader will come talk to you
too a few minutes later. You're always worried abstuffing up because there’s
no chance of getting away with it". (Govtcall, C30Q)

“There’s been times when I've wanted to put forwatelas and things and they’ll
all squash them because they think they’re stupikhat's hard to deal with

because it might be stupid to them, but it defiyitn’t to me or the people around
me”. (Govtcall, CSO 2)

Negative managerial practices were not the onlycasuof stress; dealing with rude and
aggressive callers also caused a great deal ofetgnxDver a third of the CSOs
interviewees stated that they were required to dgti highly agitated and abusive
customers and yet were expected to suppress tweirhart feelings in order to do their
job in a professional manner. They also found gaifing dealing with customers who had
suffered a tragedy or when they were unable to aelstressed customer, as depicted by
the interviewee quotes:

“You tend to get some really fiery customers ygliand swearing and sometimes
they can just hit all the buttons to get you goitp matter how pissed off or upset
you get — you have to suck it in and get on witf@ovtcall, CSO 9)

“I had a mother whose 10 year old child died. Itsmd the greatest call, it was
bad. You have to be able to sympathize with timee you're off the phone you
just start to think about it for a while and putwdo your head. Take a break,
depending on how bad the call is. | generally takweak”. (Govtcall, CSO 12).

“You can really have the stress of the call wheoa know you want to help
someone but you really don’t know if you can or ymn't feel you can”.
(Govtcall, CSO 3)

Team leaders also acknowledged that their employese experiencing work-related
stress and attributed the fact that CSOs had td higk performance demands, whilst
simultaneously dealing with distraught or difficalistomers:

“About 2 per cent of customers are quite aggressiad it depends on how staff

handle that — some take it to heart and othersktfnrhatever’. It can get quite
stressful. It can also get quite stressful becatiseneasured. Some people might
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try their hardest and hardest and still not meetawthey are required to meet”.
(Govtcall, Team Leader 2)

“Our CSOs have to deal with some of the tragedies @ustomers have been
through. There are two sides to the stress maamy, that's sort of the people side
of it. And then there’s the performance side te it they are not performing we
need to take formal action — | guess that couldseathem some distress”.
(Govtcall, Team Leader 6)

When questioned about the support provided by Gdivim assisting employees
experiencing stress due to dealing with agitatedisiressed callers, the general response
was that support was inadequate. CSOs felt thayitiie option than to take a break, but
even these were monitored. CSOs were left to déhl such issues on their own as
communication between CSOs was also largely réstriduring shifts.  Team work,
particularly on an informal level was not activedycouraged. CSOs largely worked
independently, and were discouraged from speakingr tseeking assistance and advice
from their co-workers as it may reflect negativetytheir statistics. Special systems were
set up that dictated that all questions and quesiese directed to technical support
officers within the call centre. Over half of ti&Os interviewed however indicated they
often disabled calls in order to have a much neethed with other CSOs between calls.
This was done cautiously given the high levels ohitoring in the workplace.

“Sometimes you just need to take a breather, and lall out, especially if you
have a bad call - you can just turn around. Likday | did a death notice. It's
nice to have someone you can just say ‘that lady seaupset’ — it's nice to have
that communication. | sometimes just put a holdnyncalls and have a quick chat
with the person next to me. They don't like yomgithat here — but it's unhealthy
to keep itin. You'd go crazy if you didn't”. (Geall, CSO 8).

Interestingly, managers had very different perceystiabout the level of stress in the
organisation and how stress was managed. Thegdnthat while stress did occur, it was
not a significant problem, and was always closetnitored and dealt with quickly. For
example, if a CSO experienced a bad call, they wegeaired to record the details of the
call online, and complaint was then followed up thye HR staff who would then
implement remedies.

“It's something we’re always looking for. We doiiédve huge compo claims so
we seem to manage it well and team leaders ardyrgained in identifying stress.
It's not a huge issue here.” (Govtcall, Manager 1)

These claims were not supported by CSOs, who stasdeports were rarely followed
up, and when they were, little was done about thed®Os felt that whilst some team
leaders were supportive, others had little ideaiahow to deal with stress issues.

Another significant occupational health and welhigessue (identified by 90 per cent the

employees interviewed) was the poor scheduling sirait length of the breaks and the
strict or arbitrary way the breaks were monitoresithe quotes below illustrate:
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“Schedules can be very difficult to work in sometim One day | had training and
morning tea was at 11:00am and my lunch wasn’'tdaleal till 3.00pm. That can
be a bit of a stretch and you don’t have much ahdaicchanging it”. (Govtcall,
CSO 16)

“Timing is a bit of an issue. Sometimes you're sithed for lunch at like 20 past
11 in the morning. They don’'t even make kindergene go to lunch at that time
so | guess that’'s where the control aspect comedNim one can really argue with
the breaks because they are in our agreement”. {€&atly CSO 18)

“Sometimes you only need three minutes and theretsmes you need longer. In
the first couple of months when | had morning séslsn | was in the toilet once for
10 minutes and | had a team leader come in andraskvhy | was taking so long —
| had just come out of the toilet and my face whpae and | was so angry that |
had to explain | had morning sickness and | wasedling well. It was just
ridiculous that she waited for me outside the tailfter trying to track me down”.
(Govtcall, CSO 10)

“I don't like the fact that if you get up even t@ go the fax machine or the
photocopier or whatever, then technically you dogdt a break anymore. |
disagree with that. If | go to the fax machinedal it because | have to. I'm not
thinking about rolling my head or stretching my stsiand arms and stuff. I'm not
thinking about those things when I'm still in wankode”. (Govtcall, CSO 9)

“They call them occupational health and well belmgaks and too right — you're
stressed the whole time you're on it because yowkrou have to be back within
four minutes or face their wrath”. (Govtcall, CSQ

“It's really prison like in that once you reach tlend of your tea time you have to
get straight back. And there are instances whe®pfe around me have gotten a
call at the time they should have gone on a tealb@nd they've had someone
come up and tell them they should have gone tH&ovtcall, CSO 1)

Some 28 per cent of the CSOs interviewed stateddften came into work sick because
their employer took a heavy-handed approach tolsigke. Most CSOs complained that
there were frequent outbreaks of viral and badtaetiseases spread through the air-
conditioning system and that the root cause wasptiessure put upon them by the
employer not to take sick leave, as highlightedhgyfollowing statement:

“There’s a bit of a stigma about taking personal more often than not people
come to work sick then pass on their germs; ant thi¢ type of air conditioning
system that we have - it's not a bad system arsdahvironmentally friendly, but
because there’s the stigmas that you shouldn’t peksonal leave people come to
work sick so it passes it on to the next persontmwhuse there’s so many of us it
just goes round and round the office. That's fratg”. (Govtcall, CSO 5)

Finally, there was a general lack of autonomy dredricro-management style illustrated
by the managers’ inflexible approach to break tina@sl personal and sick leave at
Govtcall was a perennial complaint. There appetodae a great deal of rhetoric around
occupational health and well being, but in realityere were significant pressure on
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employees to keep working in order to make theotguof telephone calls. This lack of
autonomy interviewees argued had a direct impacthein health and wellbeing.

Salesplus

Unlike Govtcall, three-quarters of Salesplus CS@eriiewees stated their working
environment was satisfactory. The interviewees aisticated they were aware of the
company’s health and safety policies, the regulecupational health and well being
meetings and the company’s occupational healthveglt being officers. They recalled
occupational health and well being training beingluded in the induction process, and
stated there were regular refresher courses hetdighout the year. CSOs suggested
team leaders paid good attention to occupationaltiheand well being and regularly
guestioned them about their occupational healthveglt being needs during one-to-one
sessions. Full-time CSOs also stated that bec#gserganisation did not employ “hot-
desking” or move them around, their workstationa t& set up to meet their unique
ergonomic needs. Workstations were specifically getfor each of the employee’s
requirements, and checked on a regular basis blfigdaoccupational health and well
being officers. Moreover, CSOs also indicated thegre kept up to date with all
developments, including occupational health and b&ihg. Other measures identified to
aid employee well-being included an onsite masseigst fit' competitions, aerobics
training programs conducted in the organisatiomtlmamps, and lunch-time ‘fun in the
park’ activities, all the things that Govtcall didt provide.

Nevertheless, 50 per cent of CSOs identified itMtieand injury associated with the job
as negative consequences of the job. Although & maded that team leaders encouraged
staff to take regular breaks, 19 per cent of th©E€8terviewed stated being seated for
long periods of time caused them moderate to saamif muscular discomfort. All the
CSOs interviewed stated Salesplus was highly stippgproviding necessary equipment
(e.g. glare screens); carrying out necessary asses$s and djustments to workstations,
and referring staff to the on-site masseuse.

Some 25 per cent of Salesplus interviewees stduey tegularly experienced negative
stress. These were most likely those employees halabtheir performance- based pay
calculated around key performance indicators (KBasjulated at the end of each month.

The increasing pace of work, the lack of contra@rorosters and the number and length of
breaks were also identified as causes of stre8sugh there were conflicting views.
Overall, CSOs stated that that their breaks wereigdly adequate and if requested, the
time allocated and length of the breaks could tered.

“Our project manager is quite lenient and has giventhe option of taking breaks
at the times that we actually want to take thenmabee we don't have the influx of
calls coming through. So if you want to have luati2:00pm instead of 2:00pm
and have someone else rostered in for you, it miakel®t easier. It makes it a lot
easier especially if you're not hungry, or you'retiready to go out again and
you're in the middle of something then there igifigity to change”. (Salesplus,

CSO 11)

53



New Zealand Journal of Employment Relations 350259

“If you go for your 30 minute lunch break for 40 50 minutes they’ll obviously
pull you up on it. But otherwise — no not at allhey don’t make a fuss if you're a
couple of minutes late, but we all know how faroae push it”. (Salesplus, CSO
12)

In addition to three breaks throughout the daye§aus CSOs stated they were allocated
an additional ten minutes a day of personal timhjclv could be used for whatever
purpose, including going to the toilet, recupemtafter a difficult call, getting a drink,
etc. Several CSOs expressed a need for more péisme during the shift, particularly
when they were feeling unwell. These same CSQO\iewees did, however, suggest that
team leaders currently allowed them to go overtémeminutes allocated if there was a
need for it. In addition, a small number of CSCstedd that breaks were sometimes not
distributed evenly enough, and could be scheduigtretoo close together or too far
apart.

“It's not spread out very well sometimes. Sometirpeu may have just come in
and have to go again just when you're getting bit& it. Other times it's too
long sitting on the phone in front of a computespecially when it's not busy.”
(Salesplus, CSO 27)

For many CSOs, particularly those on performansetaay, intermittent outbound calls

was another source of stress. CSOs stated thay ludie days where every second or third
call that was dropped through went through to aswening machine or a disconnected
number, which diminished their ability to meet theales targets which in turn meant a
reduction in their pay. However, dealing with disgtled and abusive customers was the
primary cause of stress among all the CSO inter@syas the quotes illustrate.

[Have you experienced any negative stress as # mfdine work itself?]“YES —
and you can put that in capital letters. But tisa‘om the customers though — it's
not from the people here. Particularly with ouofct you get a lot of complaints,
it can be really frustrating”. (Salesplus, CSO 22)

One team leader commented that stress was most eftperienced by those team
members who were of Indian origin, who became #nget of abuse by customers who
assumed they were dealing with a call centre imalnd

“Ultimately the public is cruel. We have a lot Aian, East Asian workers, so
customers do have the misapprehension that weratadia from time to time.
Also Australians are a bigoted bunch of people arat of them tend to take it out
on our staff”. (Salesplus, Team Leader 4).

The call centre was seen to provide staff with enlper of avenues to reduce the level of
workplace stress:

“There is a lot of support — they have offered csrlling. Also we have team
development meetings, and they come up to usealtite and see how we are
going. And we also have one-on-ones with our teaaers, and we can request a
one-on-one with the project manager if somethingraslly bugging us”.
(Salesplus, CSO 18)
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Team leaders also stated that they endeavourednims@ithe level of stress and outlined
the various measures in place, as indicated below:

“One of my jobs is to ensure that my staff are miadset that they are (A) willing
and able to make sure that persons call is terneidat | will not have my staff deal
with people like that, and (B) that they are agsyithat they are not taking that
baggage home with them. | make sure they are okaling a chat with them
every so often to see that they are doing ok.véhaferred CSOs to counselling in
the past, and many have taken the stress manageowmmse we offer”.
(Salesplus, Team Leader 3)

Both the managers and team leaders interviewedtanaéa that in general, the work itself
was not inherently unsafe or unhealthy, and tha &rganisation had sufficient
occupational health and well being measures ineptacdeal with any health or safety
issues or incidents.

“I don’t think there’s much in terms of physicajunies or things like that, at least
not in my area. But if something comes up we dathl it straight away and as
best we can”. (Salesplus, Team Leader 5)

“Being a call centre, the work itself is not intsically unsafe. The office type
environment in fact suits most of our employedghdre is a chance of anything
occurring, our call centre has all the proceduraslgolicies in place to deal with
these things if they do arise”. (Salesplus, Mamabe

Discussion and Conclusions

A number of parallels can be drawn between thetimeéssues raised in the two call

centres. Around 20 per cent of CSOs drew atteritidhe negative physical outcomes
they had experienced as a direct consequence afdhe and a further 50 per cent
from Salesplus and 89 per cent from Govtcall ditention to negative stress
outcomes. Across both case studies, the caus#®eafiegative physical outcomes
were largely attributed to, as described in ACA9&:96) the “inconvenience of being

literally wired to the desk”, which refers to thetended periods that CSOs have to
remain seated and ‘attached’ to technology in otdeato their jobs. The job-related

stressors and stress outcomes reported by CSQOwmitwb call centres (emotional

labour, monitoring of calls, KPI's, lack of varietf job tasks, lack of control) were

also reminiscent of much of the call centre literat(e.g. ACA 1998; Richardson &

Marshall, 1999; URCOT, 2000; Paul & Huws, 2002).

While some of the elements of call centre work tleatd to negative occupational
health outcomes can be described as inherent folh@.g. the repetitive handling of
telephone calls; being restricted to a particularkspace — remaining seated for
extended periods of time, and being “literally tiedthe phones”; the lack of control
over work timing — calls automatically ‘droppedsirthe lack of control over work
flows — unpredictable, fluctuating work flows; & aleng with distraught or disgruntled
customers) the mere presence of these conditiomsotaetermine whether or not the
work will necessarily lead to negative health causnces. This is because in any call
centre context, those factors that are inheremhe¢onature of the work itself operate
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simultaneously alongside factors that can be ctletto This was demonstrated
through the Salesplus example where despite theepce of the aforementioned
conditions, the CSOs reported more positive occopal health outcomes than those
in Govtcall. This could largely be attributed terpeptions of there being a supportive
culture where health and well being issues are exmec.

Conversely, in Govtcall the range of musculoskéletaues and stress generating
factors was more comprehensive, a fact largelyibated to the hard outcome
orientated human resources management approach imisée call centre which
focussed on performance and the achievement of. KPig issue of emotional labour
for instance, was identified as a strong workplatessor, however the negative
outcomes associated with this process were heexdgerbated by the lack of either a
supportive or systematic approach in managing tfessees in practice. These findings
confirm earlier studies that occupational healthtcomes and experiences are
significantly influenced by the attitudes held ng®r management and the broader
philosophies of the company (Lloyd and James, 2008hey also add weight to
Noblet’s (2003) assertion that ‘social supportarsimportant avenue for creating work
settings that protect and enhance employee headthvallbeing.

The findings of this study also highlight some bt tmore systemic issues in the
management of occupational health and well beirgaihcentres. Whilst policies give
an impression of compliance, various working p@agi may in fact negate their
application in practice. In this study, workingaptices including hot-desking, the
insufficient number of health and safety reprederds, insufficient team meetings
and the lack of team leader training, particulanyGovtcall, represented an explicit
departure from policy documents. For instancefaasas reporting of occupational
health and well being was concerned, while polisiede that CSOs are able to raise
occupational health and well being concerns duriegm meetings, these were
considered too short and more focussed on ‘targets’ ‘KPI's’ to represent a good
outlet for employees to discuss occupational heatith well being concerns. While
systems for reporting on occupational health anfétgassues were available, in
Govtcall the negative stigma attached to reportingld be attributed to the under
reporting of occupational health and well beinguéss the lack of communication
about occupational health and well being issuetheooccupational health and safety
committee, and the lack of recognition by the gahemanagement team about the
severity of occupational health and well being @ns. Furthermore, although
policies place emphasis on team leaders as plagimgnportant role in managing
occupational health and well being on a day-to-bagis, their lack of training in
occupational health and well being matters and dbeflicting demands placed on
them within the call centre environment often sawupational health and well being
under prioritised.

These issues also tie in to the broader concepieafeption— something that also
arose as a contributing factor to negative healticammes. Findings from this study
provide strong evidence of negative health outcobee®ming an acceptable aspect of
call centre work. This is further augmented by ldek of recognition on the part of
employee, TLs and managers of the health riskseptesithin the work environment.
Indeed, most significantly, the perceptual dividdween management’s views of the
extent and significance of negative health outcoaras the experiences reported by
CSOs raises important questions surrounding thel lefs consultation, involvement
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and engagement with CSOs in the area of occupati@sth issues. This again is
more so a concern in Govtcall, the unionised calite where greater levels of
engagement and better occupational health outcomoesd generally be expected
(Bohle and Quinlan, 2000).

References

Australian Communications Association (ACA) (2004)e 2004 Australia Call Centre
Industry Benchmark Study: an operational view efchll centre markeSydney,
call.centres.net.

Australian Communications Association Research [ACQA&98)Call Centre Hang-ups
The Call Centre Agent RepoBydney, ACA Research Pty Ltd,

Australian Council of Trade Unions (2002all Centre Minimum Standards Code.
accessed 29th June 2005 www.actu.asn.au/publer@aginstandscode.html.

Bagnara S. & Marti P. (2001) Human Work in Call @es: A Challenge for Cognitive
ErgonomicsTheoretical Issues in Cognitive Scienge223-37.

Bain P. & Taylor P. (2002) Concolidation, ‘Cowboysthe Developing Employment
Relationships in British, Dutch and US Call Cenires) Holtgrewe, C Kerst & K Shire
(Eds.)Re-organising Service Work: Call Centres in Germang Britain. England
Ashgate.

Batt R. & Moynihan L. (2002) The viability of altesitive call centre production models.
Human Resources Management Jourdal, 14-35.

Bohle P and Quinlan M, 200Managing occupational health and safety: A
multidisciplinary approach(2™ ed), MacMillan Publishers, South Yarra.

Burgess J. & Connell J. (2004) Emerging DevelopméntCall Centre Researdmabour
and Industry 14, 1-14.

Callaghan G. & Thompson P. (2001) Edwards Revisiteghnical Control and Call
CentresEconomic and Industrial Democrac32, 13-37.

Crome M. (1998) Call Centres: battery farming e@efrangelndustrial and Commercial
Training, 30, 137-45.

Deery S. & Kinnie N. (2002) Call centres and beyamthematic evaluatiotduman
Resource Management Journag, 3-14.

Frenkel S., Tam M., Korzynski M. & Shire K. (1993¢yond Bureaucracy? Work
Organisation in Call Centre$he International Journal of Human Resources
Managemen®, 957-79.

Healy J. & Bramble T. (2003) Dial ‘B’ for BurnoutZabour and Industry14, 39-59.

57



New Zealand Journal of Employment Relations 350259

Holman D. (2002) Employee well being in call ceatiduman Resource Management
Journal 12, 35-51.

Hochschild, A. (1983The Managed Heart: Commercialization of Human Fegli
Berkeley: University of California Press.

Houlihan M. (2002) Tensions and variations in calhtre management strategidsman
Resources Management Journk2, 67-86.

Hutchinson S., Purcell J. & Kinnie N. (2000a) Evoty high commitment management
and the experiences of the RAC call ceritheman Resource Management International
Digest 10, 63-79.

Lloyd C and James S. (2008) Too much pressure?l&gtawer and occupational health
and safety in the food processing industgrk Employment Societ®2: 713

Marshall C. & Rossman G. (199Bsigning Qualitative Resear¢Bnd ed) California,
Sage.

Mulholland K. (2002) Gender, emotional labour a@dnh-working in a call centre.
Personnel ReviewBd1, 283-304.

Noblet A. (2003) Building health promoting work segs: identifying the relationship
between work characteristics and occupational siredustraliaHealth Promotion
International 18 (4): 351-359.

Paul J. & Huws U. (200Zlow Can We Help? Good practice in call centre emyient.
for the TOSCA ProjecAnalytical Social and Economic Research Ltd,

Richardson R. & Marshall J. (1999) Teleservice#,aentres and urban and regional
developmentThe Service Industries Journnd9, 96-117.

Rose, E. and Wright, G. (2005). 'Satisfaction aingedisions of control among CSRs'.
International Journal of Human Resource Managem#ét (1), 136-160.

Russell B. (2004) Are All Call Centres the SarhaBour and Industry14, 91-110.

Shire K., Holtgrewe U. & Kerst C. (2002) Re-orgamgsCustomer Service Work: An
Introduction in U Holtgrewe, C Kerst & K Shire (E}jiRe-organising Service Work: Call
Centres in Germany and Britain. Englarshgate.

Taylor, S. (1998). Emotional Labour and the New Wataeice.Workplaces of the Future
P. Thompson and C. Warhurst. London, Macmillan184:

Taylor P. Baldry C. Bain P. Ellis V. (2003) A UnigWorking Environment": Health,

Sickness and Absence Management in UK Call Centvesk Employment & Society
17 (3): 435-458

58



New Zealand Journal of Employment Relations 350259

Taylor B. & Bain P. (2004) Call Centre Offshorirglhdia: The Revenge of History?
Labour and Industry14 15-39.

Union Research Centre for Organisation and TeclgydldRCOT] (2000) Call Centres:

What kind of future workplaces? , RMIT School ofc&b Sciences and Planning,
Victorian Trades Hall Council,

Wallace C., Eagleson G. & Waldersee R. (2000) Taificial HR strategy in Call
Centres. International Journal of Service Industgnagement, 11, 174.

5¢



New Zealand Journal of Employment Relations 35®).6

Call Centre Work and Health and Safety Issues

VIVIENNE HUNT', ERLING RASMUSSEN: AND FELICITY LAMM #*

Abstract

Previous research has found variation in termsngbleyment outcomes, job satisfaction and
career opportunities across various industriese tgmd size of call centre and different

management approaches. This paper continues torexiile work experiences of call centre

workers and is based on research in New Zealanducted in public sector call centres.

Insights from focus groups of trade union delegati&gmed the development of a survey which

was circulated across 22 organisation, drawingaesgs from 845 call centre workers. The
findings show that over half of the workers consitteir call centre work is enjoyable most of

the time, their work is strategically important atitere are a number benefits. The benefits
include career enhancements, new skills and dewvejogocial capital. However, despite the

positives described in open ended survey questindghe ranking of attributes important to call

centre workers, almost half of the respondents Headth concerns about the nature of their
work or the call centre workplace. It is this peutar finding that is the focus of the paper. It

illustrates the need for an occupational healtlugao be extended to call centre employment in
New Zealand.

Introduction

There has been considerable research on call senite much academic interest focussed on
the labour process used in call centre employmedtaacommon theme of the international
research has been the criticism of the call cewtekplace and the practices used within it.
Many studies demonstrate that stress and the naftwadl centre jobs leads to the high levels of
staff attrition, sickness and/or health problemali@han & Thompson, 2001, 2002; Holman,
Batt, & Holtgrewe, 2007; Taylor & Bain, 1999; vaardBroek, 2004).

The extensive range, depth and spread of the tliteraeflects keen academic interest as call
centres provide an interesting and unique lociggploring contemporary work. The use of

standardised work practices in call centres tovdelservice with the adoption of technology to

measure human performance have provided fruitfeaech directions. Such research has
become more important as the number of call cesrtrployees continues to grow, representing
a signification proportion of the paid workforce many countries. A question behind the

research undertaken for this paper is whetherceaitres provide decent work and whether the
negative portrayal of the nature of work in stud@sated in the UK, Australia and Europe is

representative of the New Zealand context.

To date the research undertaken on employment wm Zé&mland call centres has shown mixed
evidence. One study suggests the work meets the Kealand Department of Labour’s
definition of precarious work (Hannif & Lamm, 2004)The same data was analysed for

* Dr Vivienne Hunt is at UniServices, University Atickland
** Prof Erling Rasmussen is in the Department offfdlgement, AUT
*** Ass Prof Dr Felicity Lamm is in the Departmeot Management, AUT
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evidence of occupational health and safety concenasfound in two contrasting case studies
that workers facing certain health risks are altestheir call centre work practices (Hannif &
Lamm, 2005). An earlier study demonstrated that adoption of technology in bank call
centres was both enabling and beneficial for neliss#ievelopment (Sayers, Barney, Page, &
Naidoo, 2003), while an ethnographic study on & @attre offering social services found call
centre workers had problems reconciling their fiam¢ work with their non-work lives (Copas
2004). Case study research across six sectorsregpthe work experience of promoted female
call centre workers and found many positive accowfitcareer trajectories and the call centre
work experience (Hunt, 2004a, 2004b, 2006, 2008ntH& Rasmussen, 2006 2007; Hunt,
Rasmussen, & Lamm, 2006). While Hunt (2008) dassctaim such findings are generalisable
across call centres, her research suggests a rosite/@ image of call centre work is possible.
She found that the call centre work experience @f rentrants to the labour market — for
example, immigrants, students or return-to-work mect — can be invaluable for career
progression externally or within call centres.

Despite the large body of research on call centitls, is known about the occupational health
and safety (OHS) policies and practices used isethneorkplaces. There has been scant research
on the health and safety experiences of New Zeatafidcentre workers. Hannif and Lamm
(2005) sought to address that gap by examining lvelnethe tasks performed and the OHS
policies and practices in call centres made thedabgerous or unhealthy for workers. Case
study methodology was used to explore such questiotwo call centres, selected to epitomise
the diversity that exists in the industry. Theirdings based on interviews with case study
participants and key stakeholders showed that ObliSigs and practices in these call centres
represented various risks with negative OHS outsodegnonstrated by a lack of organisational
compliance with the New Zealand employment legista(Hannif & Lamm, 2005).

Internationally the occupational health problemsaii centres were first noted as early as 1999
when a study was initiated by London School of Eeoits and International Federation of
Commercial, Professional and Technical Employe&STF The British affiliate in the banking
sector, BIFU at this time had drawn attention te thcreased risk of Repetitive Strain Injury
(RSI) to which telephone operators are exposedusecaf their constant use of the computer.
The union had also detected that operators in @iecentres were losing their voices, with the
worst affected being part-time employees who coumtdk up to five hours without a break
(Demaret, Quinn, & Grumiau, 1999).

While many studies on call centre work have noteddtressful nature of the job, the concern
about health issues in call centres was not sysiesig researched until Taylor et al. (2003)
investigated a former public utility in central Slemd. Their work explored the physical and
social work environment of the call centre usingoanbination of qualitative and quantitative
method. This included responses (n=634) to aczetipleted questionnaire to gain information
from call handlers (74% of respondents) and nonecosr facing respondents about frequency
of health complaints and reports on their leveldistretion and control. They also sought
information on physical working conditions and théndings highlight the importance of
having a framework that management and workerseaigravork within. While they question
whether“one can generalise from a single case study ..calbcentres more broadlythey do
suggest that unless radical change in work orgaarsén call centres is instituted, widespread
work-related ill health will be persistent withihet call centre environment (Taylor, Baldry,
Bain, & Ellis, 2003).
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In their paper on occupational safety and healtthen New Zealand call centres Hannif and
Lamm (2005) note too, ‘@anuted discussion’on the impact of call centre practices on thetheal
of the workers. Similarly our paper explores caonseraised about health in call centre
employment. The study was initiated by a trademsieeking to measure quality of work-life,

as it gathered evidence about how workers felt aball centre employment. Questions about
what attributes of the call centre job are enjoyeldat aspects of the job are important and key
worker concerns, were included in the researchreNtaportantly the study asked workers what
they would like to change if they could. Initiated2008 and completed in 2009, using mixed
methods of focus groups and responses to a selfleted email questionnaire, the study
gathered responses from call centre representa(ive845) and union delegates (n= 45).
Respondents worked in 22 call centres operatetidypublic service sector which represents the
largest segment of call centre employment in Newlated.

Health and Safety in New Zealand

Health and safety issues associated with call eesrtiployment must also be seen in its wider
context of regulatory and public debate of occugeti health and safety (OHS) issues. In the
last two decades, there has been considerableupgetssadjust OHS legislation and workplace
practices in New Zealand. The pressure has beeeraed by: a perceived inadequate
legislative approach; high profile court casesdlggecedent); an unsustainable rise in accident
compensation expenditures; and rising public carecabout work-life balance and stress issues.

The perceived inadequate legislative approach ramgied two major legislative reforms — the
Health and Safety in Employment Act 1992 and thealtieand Safety in Employment
Amendment Act 2002 (see Lamm, 2009). These refétraws moved toward®ne act and one
enforcement authority’and have ushered in a new approach to OHS managesii an
emphasis on workplace hazard identification andvemgon (Hannif and Lamm, 2004).
Thereby the main responsibility and accountabfiity OHS rests primarily with the employer,
and this has become a major managerial pre-ocaupaiihe message to take OFs&riously”

has also been bolstered by financial penaltiesra&htives being increased dramatically: there
are higher fines available; there have been skvegh profile court cases awarding large
compensations; and organisations are faced wighehiaccident insurance premiums or rebates
associated with a stellar OHS prevention records@Ressen and Anderson, 2010). The
Amendment Act 2002 also introduced OHS committesofganisations with more than 30
employees, and with active union support, it appdiely that OHS issues will be a common
agenda item in many managerial meetings (Lamm, 2010

In terms of call centre employment, the focus omknenvironment, stress and work-life balance
has been particularly important. There has beerenemphasis on ergonomics and noise
(hearing aids subsidies being a major accident emsgttion expenditure), with the Department
of Labour sponsoring several intervention campaigésess and fatigue are now recognised as
a potential work hazard in the New Zealand legsiatfollowing a handful of legal precedent
creating court decisions where employers receivdxstantial fines (Caisley, 2004: 71). This
has put the spotlight on the intensive nature akwg in call centres, and countering stress and
fatigue has been a topic at conferences held in Reafand and Australia (Hannif & Lamm,
2005). While ergonomics, stress and fatigue argools targets in a call centre environment,
some research has suggested that some work-lifadmlissues can be solved by appropriate
call centre scheduling and managerial attendancentployee needs (Hunt and Rasmussen,
2006).
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Research Methods and Findings

Qualitative insights about the issues facing pubditvices call centre workers were first gained
by holding focus groups with trade union delegatdsiree focus groups attracted around 45
delegates from across New Zealand, and their disms and concerns about call centre work
were recorded and transcribed. These transcrigi®e wnalysed and used to develop the
questionnaire that had been used in earlier surekygall centre workers (see Hunt 2008). An
internet-based questionnaire link was emailed tegdges across 25 call centres, and members
were encouraged to complete the survey. At mo#ietall centres, management supported the
survey being completed during work time, which m@ioly assisted in 845 surveys being
returned. Most of the respondents were entry-lexakers from 17 different call centres. The
findings from the survey are presented below, usimpmbination of statistical software SPSS
and Nvivo.

Respondent Characteristics

Seventy nine percent of respondents completingstineey were employed full time (see table
3), and seventy four percent belonged to the langgsn. Nineteen percent (159) recorded that
they did not belong to any union, and 2% (16) regmbthey belonged to dother” unspecified
union. Cross tabulations shows that 23% of those ehnot belong to the union were employed
part time.

Table 1: Gender (N=845)

Frequency Percent
Female 620 73.4
Male 208 24.6
Missing 17
Total 845 100.
Table 2: Position in Organisation

Frequency Percent
CSR 679 80.36%
Other 71 8.40%
Professional/Technical 40 4.73%
Team Leader 34 4.02%
Case Coordinator 1 0.12%
CC Manager 1 0.12%
HelpDesk 1 0.12%
Representative 1 0.12%
Social Worker 1 0.12%
Missing 16 1.89%
Total 845 100.0%
Table 3: Employment Contracts

N Percentage of Total
Full Time 671 79%
Part time 143 17%
Fixed Term 5 1%
Missing 26 3%
845 100%
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Qualification Levels

Respondents demonstrated that they were reasonaély qualified, with 32% having
University-level qualifications, 21% having collegad polytechnic diplomas, and 11% having
trade certificates (see Table 4).

Table 4: Tertiary Qualifications

Frequency Percent
University 274 32%
College 176 21%
Polytechnic Diploma 179 21%
Other Trade Certificates 97 11%
Missing 119 14%

845 100%

Importance of Call Centre Work

The questionnaire was designed to seek to unddrskenattributes of the call centre job that
were important to workers. Employees were askedg®e or disagree with a number of
statements as to what was important in the jobgusiscale of 1 to 5 where 1 wstsongly agree
and 5 wastrongly disagreeTable 5 below notes the mean rating of all respanBlee strongest
positive response was a mean of 2.00 to the statethat“call centre work is strategically
important”. This was followed bythe supervisor is helpful’(mean of 2.05). The strongest
negative reaction (disagree) was 4.02 recordechsigtiie statement thabéing time efficient is
more important than fully addressing the customesry” (see Table 5).

Table 5: What is important in the Call Centre Job

Statements that workers were asked to rate on a deafrom 1 to 5 (with ‘strongly Mean
agree’ being 1 and ‘strongly disagree’ being 5) Rating
N S
Being time efficient is more important than addiegsustomer query 827 | 4.02
Outsourcing is a concern 825 | 3.77
Pay rates are good 822 | 3.25
Rest of Org is positive to the call centre 825 | 3.09
Managers listen to my concerns 828 | 2.97
| have control over my work 826 | 2.90
Monitoring is meaningful 822 | 2.89
HR staff are helpful 823 | 2.64
| enjoy my work most of the time 828 | 2.48
Unions are important 828 | 2.41
Environment is good 825 | 241
Technology enables me to do my job 831 | 2.29
| have learned technical skills 825 | 2.21
Collective Bargaining is important 821 | 2.14
Supervisor is helpful 830 | 2.06
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Statements that workers were asked to rate on a deafrom 1 to 5 (with ‘strongly Mean
agree’ being 1 and ‘strongly disagree’ being 5) Rating
N S
Being time efficient is more important than addimegsustomer query 827 | 4.02
Outsourcing is a concern 825 | 3.77
Pay rates are good 822 | 3.25
Rest of Org is positive to the call centre 825 | 3.09
Managers listen to my concerns 828 | 2.97
| have control over my work 826 | 2.90
Monitoring is meaningful 822 | 2.89
HR staff are helpful 823 | 2.64
| enjoy my work most of the time 828 | 2.48
Unions are important 828 | 2.41
Environment is good 825 | 241
Technology enables me to do my job 831 | 2.29
| have learned technical skills 825 | 2.21
Collective Bargaining is important 821 | 2.14
Supervisor is helpful 830 | 2.06
Call centre work is strategically important 827 | 2.00

The results indicate that the call centre workerss@er their works important;that they have
some control and discretion over their jobs; analt tiney learn technical skills.

Technology, 2000; van den Broek, 2004; Yeuk-N20i01)

Figure 1: Most Important Reasons for Seeking jobn the Call Centre

Ranking of reasons for Seeking Work in CC

70%
60%
50%
40%
30%
20%
10%

0% w T T

Enhance Hourly rate of Need to learn Flexible hours
career pay skills

O mostimportant, important (1,2)

% of respondents (n=815)

A neutral

response to rhonitoring is meaningful’contrasts many of the international studies on this
aspect. (See for example, Deery, Iverson, & W&802; Demaret et al., 1999; Holman, 2002;
Houlihan, 2000; Kjellseup, 2001; Poynter, 200Mion Research Centre for Organisation and
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Why Work in a Call Centre?

Much of the international research which deploral$ @entre employment has not established
why workers continue to seek jobs at call centr&s. understand more about this motivation,
respondents were asked to rank a number of statermbaut what had attracted them to work in
their current call centre. The four reasons rankedt important or important (1 or 2) are noted
in Figure 1 below. While hourly rate of pay wagdetwbby half of the respondents, just over 60%
ranked tnhancing their careersas most important, with the need to learn skiieked as
number three. This finding contradicts the intéoral research findings which demonstrate
career development opportunities are not consistghtworking in call centres.

What are the Key Benefits of Call Centre Work?

To understand more about what call centre emplof@e®d positive about their work, an open
ended question asked respondents to describe yheekefits of their job in their particular call
centre. This generated a total of 756 written easps (88% of all respondents), and the analysis
of these responses used Nvivo software to idemtiffjumber of key themes. The analysis is
based on developing a code book and establishidgsnio order to group responses. The Nvivo
references show the number of references to thecgar concern and a measure of the
percentage coverage of the text. Table 6 shovisithaskills and career prospectsllowed by
conditions of employmeand therjob satisfactiorare important to workers. The latter includes
many references to flexible hours and hours thixirsdividual workers (see table 6).

Table 6: Breakdown of Themes Describing the Benefitof Call Centre Work (as coded
with Nvivo Software)

No. of References

New Skills\Career

Node 1 404
Career Prospects 107
Knowledge of Organisation's Business 97
Communication, Customer Service, People
Skills 96
New Skills Learned 61
General Work Experience 60
Computer Skills 33
Working for Govt Dept or Corporation 33
Confidence - Personal Development 24

Job Satisfaction

Node 2 147
Helping People 49
Working with and Meeting Different People 40
Fulfilling Work 27
Variety of Work/Diverse Roles/Challenging
Work 23
Applying my Skills and Knowledge 4
Consistency 4
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Conditions of

Employment

Node 3 236
Pay/Financial Incentives/Benefits 84
Hours Suit Me 79
Flexible Hours 30
Conditions of Employment 25
Other 18

Environment 165

Node 4 Environment 68

Node 5 Training and Support 54

Node 6 Physical Environment 37

Node 7 Fun/Friendly Place to Work 6

Verbatim responses demonstrate too that an impoatarbute of the call centre job is that it
provides career prospects. Under the rigéldl/career” there are a total of 404 references with
“career prospects; “knowledge of the business®customer and people skillsheing most
frequently noted. The references to conditionsroployment are more widely spread however
“hours that suit” and “flexible hours” contribute to over one hundred references. Tive th
largest node that categorises the most frequergiytioned benefits i§ob satisfaction”. This
includes many mentions ¢helping people” illustrating the importance of people gaining
satisfaction from helping others in life. The fallmg are illustrative examples of the type of
verbatim responses recorded in Table 6 and 7.

Table 7: Examples of Responses

Node 1: New Skills/Career Prospects

Learning about policies, government, work environtne
A great deal of scope for career development.
Gaining experience to further my career.

Work is immediate and satisfying.

| enjoy fast pace of work.

Node 2: Job Satisfaction
Huge sense of satisfaction when | know I've bestinumental in making a difference to someone.
The variety of work and the challenges providedhieyrole | am in.

Node 3: Conditions of Employment
Flexible Hours:

Being a working Mum, the hours suit me becausenltalie care of my youngest child, but at the
same time be able to work. Centrally located arsld¢a get to work.

Node 4: Environment
The environment is phenomenal, awesome bubbly alairtul workplace, the activities and
benefits for coming to work not only makes you wargo to work but most importantly helps yg
feel comfortable. Fantastic working environment.

c

Node 5: Training and Support

The training was a good introduction to the roleyias in depth and good support whilst training.
| think that the on-the-job training is absolutdébntastic and the fact that this is always evolving
and changing to meet the needs of staff is brillian

You learn a lot from your workmates when you ara @ontact centre environment.
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Health Concerns in Call Centres

Following concerns raised by union delegates albealth issues in call centres in the focus
groups, an open-ended question was included isuhesy with respondents being asked if they
had any health concerns. If they replied yes twese asked to describe them. Table 8 below
shows the results of categorising the open-endétewiresponses using Nvivo software.

The single largest response was OOS (occupatioretuse syndrome) with 109 references
made to OOS in the open-ended responses. Thedegtage is slightly misleading as many
responses were simply OOSome of the quotes below speak about:

“Overuse (sore back, over use of hands, sore eya$,sore tailbone), RSI in the wrists
and arms, having to sit all day at a desk, hunclorgr all the time as well as eyesight
deterioration from using keyboard and VDU all day.”

The physical working environment is the next masigéiently mentioned concern with 89
references, and the most frequently mentioned emglihe air conditioning. Stress and mental
health concerns are a frequently described hesdtiej and there are 67 coded references to this.
The references to stress are mainly noted as eliffexrspects of the job, for example, “constant
noise in the ear”,constant call after call’, “system failures”and“dealing with difficult calls

and managing relationships with team leadersThe physical working environment is also
included in mentions of stress. One quibejng treated more as a labour unit rather than an
individual”, draws attention to the factory like organisatioh a call centre operation.
Contrasting the earlier neutral responses to a tigmeson monitoring and supervision,

“monitoring practices and team leadersite noted as the cause of a stress'iatichidation” .

An often repeated quote mentions that managememotoecognise the stress that customer
service operators are under as attested by thawiolly quote: “the managers here don't fully
understand the stress our call centre staff areewritbm their customers”

Table 8: Breakdown of Themes Describing Health Caterns

Nvivo Analysis of Text References by Node
Node No. Description of Node % Coverage Total
Text References
1 OOS Related 4.01% 139
e OOS/RSI mentions 109
e Sore fingers/wrists 13
2 Physical Working Environment 7.64% 89
e Air-Conditioning 25
e Seats/Equipment 15
e Easy to get sick in CC 15
3 Stress/Mental Health 4.65% 67
e Stress 54
e Mental Health 13
4 Eyesight/ Hearing Related 2.40% 57
o Eye/Vision Impairment 40
e Hearing Problems 7
5 Sedentary Nature of job 3.09% 46
17
6 Back, Neck, Shoulder Complaints 1.84% 37
e Back 33
e Neck/Shoulders 4
[ ]
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Other 2.62% 31
Headaches
Sore Throats
Posture Problems
Exhaustion

WEFEFEPDNND

Breaks

[ ]

]

]

[ ]

e Bullying
[ ]

Si

ck Leave | ssues 0.71% 9

TOTAL NUMBER OF REFERENCES/MENTIONS CODED 247

What Should Change

One of the last questions in the questionnairedcasé&pondents to describe what they would just
change if they could change justething at their current call centre workplace. Thigestion
generated a total of 199 responses which were alatysed and sorted into nodes using the
Nvivo software (Table 9). The most commonly reeatdesponse was around titenditions

of work”. This included‘pay”, “flexitime” and“hours of work”, with the latter being noted
more frequently than pay. Management practicesntiture of work and the use of KPI's are
another aspect that call centre workers would tikxechange. There are 31 mentions of the
environment and team work, while health concerescaly raised 11 times. This is somewhat
surprising given that so many respondents descibaderns about health issues in the previous
guestion. Vaety of workand“upskilling opportunities” are mentioned confirming the desire to
seek job variation given the repetitive naturehef work (refer to Tables 9 and 10).

Table 9: Examples of Regarding Specific Health Comens

NODE
No
1

Quotations Regarding Specific Health Concerns

Repetitive work has lead to some discomfort in mgsa back and hands.
RSI in wrists and arms, etc.

Overuse (sore back, over use of hands, sore eyrestasl bone).

Just normal hazards when working with keyboard/agtemp

Just the normal OOS issues, repetitive work.

llinesses spread through air conditioning.

Working in such a closed environment there arenditees when you get sick due to so many o
people being sick and the air conditioning cartiies round.

People having to come into work because of the keghl of calls, and most of the people at
call centre are sick. This puts stress on peapdeoshers get sick at the same time.

Women workers having to walk alone along dark s$reéer shifts due to lack of parking provided.

Mental and emotional stress are not “recognizedugh.
The job is stressful and not enough recognitiontieen given to this.
Constant noise in the ear, constant call after sgiitem failures cause lots of stress.

Stress! Both from customers, and management, riatyagoes by where we don’t get abus
callers. The nature of our customers range fromefigaries, mental health patients to
prisoners, as well as immigrants with little Eniglis

Deterioration of eye-sight from using and conceinigpon computers daily for long periods of tim
Personally my eyesight has gradually gotten wotgdhat's because my previous job didn't invg
me sitting in front of a TV screen all day.

her

the

ive

Ive
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I have also become slightly short sighted sincekimgrhere. Up until earlier this year | had pre
much perfect eye sight.
Hearing tends to be affected with the differentunoés of call coming in daily which give me
migraines sometimes but not often. Also visionsgatfected with constantly looking into
computer PC.

Computer damaging my eye-sight. Also head phoaesffect my hearing on one side.

The inactivity of the job. | have gained a lotvedight as well as health problems since joining.
Sitting constantly all day without being able td gp and move around while doing work.
Increased weight due to sitting for the whole day.

Back issues - sitting on a phone all day.

Long hours on phone/computer can cause back preblem
Tensed back and shoulders will lead to back paidsh@adaches.
Sitting for long periods - lower back pain, achargns and upper back pain from repetitive typing.

| get migraines from the lights.

Headaches from staring at a PC constantly.

Voice strains, constant talking can be aggravéatrite voice.
Can get cancer with earphone close to your brain.

Sick leave is high. This may be a symptom of Calhtre work.
High rate of sick leave.

Table 10: Analysis of Key Themes: Responses to Gaien about what would you change?

Node

Description (% text)

References included in the node No. of Refs

Nature of Work e Specific mention of job tasks/duties. Includes tizenof

need for variety; dealing with difficult customers. 119 (11.4%)
e Desire to‘upskill” /train/ dd'greentime work’/move
around departments.

KPls, QC and ¢ Includes mention of anyAHT” (Average Handling Time).
Compliance e “ADH" (Adherence)/CHT” (Call Handling Time); and

Issues

other QC measures that were part of KPI's. 87 (6.5%)
e Key Performance Measurements / reporting / momi¢gpki
targets / performance appraisal measures.

Conditions of e Any mention of general conditions of employmenig(e.
Employment pay levels, hours, workloads, rosters).
e Annual leave provisions (allowances ftflexi-time”, 174 (7.4%)

breaks, staffing levels).
e More specifically:
o Pay (47%)
0 Flexi-time (32%)
0 Hours of work (48%)

! May also be double coded under “Management Pesttic
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Discussion

Given the international evidence on call centre legrpent, findings that suggest there are
health concerns in call centres operated in Newaselashould not be surprising. The problems
of stress, repetitive strain injury or occupatiowmakeruse syndrome as described above are
similar to findings reported elsewhere. More sisipg given New Zealand’'s employment law
and emphasis on safety and health in employmethiaisthese call centres are operated by the
public sector, usually seen as an exemplary employe

Apart from the exploratory study by Hannif and Lar(2005), health issues in call centres were
not detected in other New Zealand research. Humts®arch over four years found some
evidence of concern from management about heatitny $nacks because staff tended to be over
weight which could be attributable to stress arelgbdentary nature of the work (Hunt, 2008).
The research finds contradictory evidence abougtradity of the call centre work occupation.
Workers, despite stated concerns about the ocaunadthealth of their jobs, seem to enjoy
working in call centres. They find that the empimnt experience is useful for enhancing their
career prospects. This suggests other attribdtdsegob outweigh the concerns workers may
have about the health risks associated with the job

The responses to questions about what workers eajoywhy they choose to work in call
centres provides some clue as to attributes comsidienportant to workers. Flexible work
practices accommodating some work life balancepdppities to meet and interact with people
and work experience helping to gain employmentvetsge provide rational explanation as to
why employees work in a call centre. What the aese does not show is how long call centre
workers stay at such workplaces and whether thouar associated with the job helps manage
the health issue or at least keeps it under wr&gshaps turnover helps to maintain the health of
workers and is a necessary part of call centre @ymptnt?

Conclusion

It is clear that workers have mixed reactions ®@irtlemployment in these public service call
centres. Many enjoy the social and interactivaureabf their work and claim that one key
benefit is the job satisfaction they derive fronsissng people over the phone. Some suggest
they learn new skills and can enhance their capespects by recording such a work
experience on their CV’s. Moreover, almost halflad respondents, however, feel that there are
health concerns in their call centre job, with kieg ones being Occupational Overuse Syndrome
and stress. Surprisingly, when asked about thegdsaworkers would introduce if they could,
“addressing the health concerns” was not mentidneguently. The physical environment,
however, is noted as problematic with a key comnmpldieing the operation of the air
conditioning, not least for its role in the spreddickness.

The research does not provide insights as to whkaeve who have health concerns about their
employment would continue to work in the call centFurther research needs to ascertain the
choices workers have regarding other employmenbuppities and establish whether call
centre work is a job of last resort or a tempoo#itson to employment for a limited period. The
research should seek to measure the impact ofehkhhconcerns on both the workers and the
organisation. Answering such questions may beftlefpr deciding whether this type of
employment represents decent work.
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Finally, under the current occupational health aatkty regime in New Zealand, it is evident
that management is not taking responsibility far bealth of their workers in the featured call
centres. This could be taken up more proactivglyhle union delegates but with New Zealand
currently experiencing rising levels of unemploymenseems that job security may be a more
important attribute than healthy employment.
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Flexible Work Schedules and Employee Well-Being

JEREMY HAYMAN’

Abstract

This paper aims to improve understanding of thati@iship between the use of flexible work
schedules and employee well-being. Using a sanf@8® employees operating on two flexible
work schedules (flexitime and telecommuting), cleatidence was found of the positive
relationships between flexible work practices, galisfaction and work/life balance. The results
of the study also indicate that flexitime scheduwas reduce the impact of role overload and job-
induced stress. However, the findings suggesttélatommuting does not always enhance role
overload and work/life balance. In addition, empgey operating under flexitime work schedules
displayed significantly higher levels of work/lifbalance than their counterparts utilising
telecommuting arrangements. The study findings diszussed in relation to theories of
employee flexibility and the implications for empées and organisations are addressed.

Keywords. Flexible work arrangements; work schedules; Wwellg; job satisfaction; work/life
balance.

I ntroduction

There have been many changes to global busindsespational work forces and in employees’
lives that have led to increased concern for thenHary between work and non-work. For
example, the challenges created by the presemdiaacrisis have led to more international
organisations focusing on flexibility as an altdive to redundancy (Andrews, 2009). A further
example of the ambiguity of the pursuit of balagcmork and non-work is demonstrated by the
increasing incidence of dual career couples, ch@me families, and single parent families with
either child or elder care responsibilities (Bair2D06). Indeed, the number of working
individuals with children or elder dependents fdriet they need to care seems to be increasing
(Pocock, 2004). Furthermore, a greater number gli@yees telecommute (work from home), or
bring work home, thus blurring the boundaries betw&ork and non work (Hill, Hawkins,
Ferris and Weitzman, 2001). Together, these fadtave resulted in employees spending more
time attempting to balance multiple responsib#itiand ultimately, increasing the concern for
the boundary between work and personal life. Topatia these changes, many organisations
have implemented flexible work arrangements to lesfployees balance their work and non
work lives.

" Dr Jeremy Hayman is a Senior Lecturer in the BessrFaculty at AUT University
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The impact of flexible work arrangements on empéogad organisational outcomes has been
well documented. For instance, research (Rubin91®Rbnen and Pimps, 1981; Stains and
Pleck, 1986; Barber, Dunham and Formisano, 199&cPiand Dunham, 1992; Baltes, Briggs,
Huff, Wright and Neuman, 1999; Saltzstein, Ting &fadl Saltzstein, 2001; Kossek, Lautsch and
Eaton, 2006; Baker, Avery, and Crawford, 2007) examg the impact of flexible work
arrangements has generally shown that these imiéigahave a positive influence on the work and
non-work attitudes of employees. However, thesalt®are not supported by other studies. For
example, empirical investigations (e.g., Hicks aWtimoski, 1981; Dunham, Pierce and
Castaneda, 1987; Hill, Miller, Weiner and Coliha0898) exploring the work related benefits of
flexible work arrangements have concluded thatames cases these initiatives can have little
influence on employee attitudes.

The primary objective of the research was to asesgelationships between flexible work
schedules and employee well-being of office basefl@yees. To accomplish this objective a
survey questionnaire was administered to officeebammployees in an Australian organisation.
Evaluating the relationship between flexible workaagements and employee well-being is
appropriate as Australia is still generally consédeto be underrepresented in the work-life
literature (Baird, 2006). Four dimensions of empleyvell-being are assessed for the purpose of
this research: work/life balance, role overloat); jmduced stress and job satisfaction.

Theory Development and Hypotheses

Evidence presented in the literature suggestsgiteatter autonomy provided to employees with
the use of flexible work schedules can provide @ygds with positive outcomes (Ronen and
Pimps, 1981; Pierce, Newstorm, Dunham and Barb&®,1Baird and Litwin, 2005; Baker et al.,
2007). In addition, it is also been suggested tjnaater work schedule flexibility will lead to
enhanced work/life balance perceptions for protessdiemployees (Tausig and Fenwick, 2001).
Flexible work programmes offer employees more Béity and work schedule control than
traditional working hours (Ronen, 1981). Therefatas logical to assume that organisational
programmes that offer employees greater flexibiligyg., flexitime and flexiplace) should
provide employees with a better ability to balamwek and non work responsibilities compared
to their counterparts working on traditional fixedur schedules.

Flexitime and Well-being

Flexitime work schedules (also referred to as fiexe or flexible hours) have been linked to
numerous work and non-work benefits for employ&dwe review of the work/life literature
revealed that flexitime schedules that offer thestrienefits for employees are those with short
core hours, the accumulation of hours, and theitahid change schedules daily or weekly
(Olmstead and Smith, 1994). While there may be slimim&ations when utilising flexitime work
schedules (Bailyn, 1993; Pocock, 2004), workingifiee hours is generally considered to have a
positive influence on employee attitudes such &sgatisfaction (Ronen 1981; McGuire and
Liro, 1986). Furthermore, flexitime can enhance kvand personal life balance (Hayman, 2009).
Indeed, flexible work schedule research (Owen, 1%i&ce and Newstrom, 1980; Tausig and
Fenwick, 2001; Saltzstei et al., 2001) has estiabtisa positive relationship between flexitime
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operating schedules and work and non-work integmaBetter integration of work and personal
life leads to less work/life conflict which can leaa positive impact on job related stress (Baird
and Litwin, 2005). Consequently, it is predicted.

Hypothesis 1: The utilisation of flexitime work schedules will be positively related to employee
well-being.

Flexiplace and Well-being

The impact of flexible work schedules, such asifiexe on employee attitudes, has received a
great deal of attention (Hicks and Klimoski, 19&kgnen, 1981; Hill, et al. 1998; Pierce, et al.
1989; Eaton, 2003). In spite of the abundancetefdiure exploring flexible work hours, the
impact of working at home, or telecommuting has meakived the same attention (Rasmussen
and Corbett, 2008). One study by Hill et al, (199&)ich is, generally, considered to be the first
in the world to compare virtual office workers witheir office-based counterparts, found
telecommuting had moderate effects on employeeugtodty, flexibility and work/life balance.
Other more obvious employee benefits of flexiplagatives include reduced commuting time,
reduced stress, role overload and more time fosgmed and family activities (Kossek et al.,
2006). Moreover, research (Grzywarc and Marks, 2008s found in certain situations
telecommuting can help manage role overload. Haggpschedules also help support diverse
work and life patterns of employees and improve galisfaction and well-being (Felstead,
Jewson, Phizacklea, and Walters, 2002; Baker e2@0D7). Most research examining the impact
of flexiplace initiatives suggests that the effentwork and non-work attitudes of employees is
similar to flexible work schedules, such as flen# (Rodgers, 1992). Therefore, it is
conceivable that flexiplace or telecommuting workaagements will also positively impact
employee well-being. Consequently, the subsequeldtionship between flexiplace work
schedules and well-being is expected.

Hypothesis 2: The utilisation of flexiplace (telecommuting) work schedules will be positively
related to employee well-being.

M ethods

Resear ch Setting and Participants

An Australian university was selected as an appabtprsetting to conduct the study. The
organisation is a large employer of office-basenhiadstrative staff with comprehensive access
to flexible work schedules. Indeed, the participgtuniversity has utilised a variety of flexible

work arrangements and work/life programmes andettege entrenched in the organisational
culture. Furthermore, employees have had accefiexible work schedules including, flexible

hours and working from home, since 1990. Consedyettis setting provides a unique

opportunity to assess how flexible work practiceluence the well-being of office based

employees.
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Respondents in the study were 336 administrativpleyees. 211 of the survey respondents
used flexitime work schedules, with 125 respondepirating on flexiplace work schedules. A

prominent feature of the sample characteristics th@snajority of respondents were female (64
and 60 percent of respondents respectively), tafigahe nature of the administrative staff

employed within the universitiedHéalthy Life Style Office, 2002). The second feature of the

study sample related to job function; specificabiffice-based administrative employees make
up a large percentage of the non-academic uniyesgitkforce, and indeed, a further feature of
job function was that 93 percent of the incumbemtse in the category of administrative and

professional staff. Another feature of the sampées what all age groups were relatively well

represented. A final feature of the sample was thar 50 percent of respondents in both
organisations had children living at home and nyeh2l percent of the survey staff had eldercare
responsibilities. Overall, the characteristics die t sample generally represented the
demographics of the universities office based eyg#s.

M easur es

Work/Life Balance

Employee work/life balance was measured with atébiscale adapted from an instrument
reported by Fisher-McAuley, Stanton, Jolton and iG42003). The original scale consisted of
19 items designed to assess three dimensions df/lii@rbalance: work interference with
personal life (WIPL), personal life interference twiwork (PLIW), work/personal life
enhancement (WPLE). Respondents were asked taatedice frequency of feeling a particular
way during the past three months using a seven point time related scale (e.g., 1=Mall,
4=Sometimes, and 7=All the time). The factor analysf the items confirmed the three
dimensions of the work/life balance scale. Cronbalgiha values for the three factors were 90
for WIPL, .86 for PLIW, and .77 for WPLE. Higheritlametic means indicate that respondents
report having experienced that situation more feedly. For the WIPL and PLIW, sub scales
higher means are purported to indicate lower legkisork/life balance. The WPLE sub scale is
worded positively and higher means indicate hidéeels of perceived work/life balance.

Work Role Overload

Role overload was measured using a six item seglerted by Arynee, Srinivas and Tan (2005).
Work role overload is defined as a sense of fedlag there is too much work to do in the time
available. Responses were obtained on a seven gsiponse scale (anchored from 1=strongly
disagree to 7=strongly agree). Example items ireltit often seems like | have too much work
for one person to do’ and ‘there is too much warkld everything well’. An arithmetic mean of
the six role overload items was obtained (coefficedpha = .87).

Job-induced Stress

A measure of job-induced stress was used based ors@@ument previously reported by House

and Rizzo (1972). The seven item instrument waptadarom a six point scale to a seven point
likert scale (1=strongly disagree to 7=stronglyesjrfor consistency with the other measures in
this study. Previous research (Macky and BoxalQ@Qsing the measure of job-induced stress
found acceptable reliability statistics for the trasnent. Higher scores represent greater felt
stress and the coefficient alpha obtained was .90.
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Job Satisfaction

The overall level of job satisfaction was asseassadg a section of the Job Diagnostic Survey
(Hackman and Oldham, 1975). Using samples of wdotkar professional employees in a series
of studies with office workers, the five item scaleported an overall internal reliability
coefficient of 0.77 (Oldham, Hackman and Stepin878). These results provide some
confidence for using this instrument, which is goglar method for measuring global job
satisfaction. An overall, rather than a facet measwas chosen for the use in this study because
the researcher is interested in how work/life be¢arelates to job satisfaction as a whole, rather
than how work/life balance relates to specific asp®f the job. The instrument developed by
Hackman and Oldham (1975) consists of five itenfierneg to satisfaction with work, the job
and how often they (the employees) feel like qugtttheir job. Two items are reversed scored.
Responses were made on a seven point Likert scaihgifg from l=strongly disagree to
7=strongly agree). An arithmetic mean of the fieé satisfaction items was acquired with a
coefficient alpha of .85.

Flexible Work Schedule

The analyses are based on 336 respondents whote@poaving used either flexitime or
flexiplace (telecommuting) work schedules for a imwm period of one year. Of these, 211
employees utilised flexitime arrangements and 12pleyees worked on flexiplace schedules,
generally from a home office. Employees were adked many days per week they worked
from home. All employees worked from a home offfoe a minimum of two days per week.
The instrument used to measure the use of flexnmek schedules was adapted from an
instrument reported by Hayman (2009). The thremsteelating the utilisation of individual
work schedules were measured on a seven point @cad#ficient alpha = .91).

Analyses and Results

To test the research hypotheses and the overall fite model, structural equation modelling or
a path analysis approach was used. AMOS (Analyisiament Structures) was employed to
estimate path coefficients among the variables evhimultaneously removing the effects of
method factor bias. Modelling the two groups simuodtously provides more efficient parameter
estimates than two single-group models (Bollen laoy, 1993), while also providing a test for
the significance of differences between the twougso Following the recommendations of
Bollen and Long (1993) to report multiple fit ind& four goodness-of-fit measures were
employed simultaneously in the assessment of nfadElirst, the normed chi-square (chi-square
+ degrees of freedom), in which a ratio of betwde@d and 3.0 indicates an acceptable fit
(Carmines and Mclver, 1981) was employed. Furtheemihe Adjusted Goodness-of-Fit Index
(AGFI) and the Comparative Fit Index (CFIl) wereoaésnployed in the analysis. For the AGFI
and CFI a value above .90 indicates an acceptabtiehiit (Bentler and Bonett, 1980). Lastly,
the root mean square error of approximation (RMSE¥ere a value of 0.06 or less represents
a close fit, and the RMSEA should not exceed OBENh{ler, 1990).
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Descriptive statistics and bivariate correlations &ll the study variables were assessed using
seven point scales, with means score ranging fr@8 t 3.60. Higher means indicate higher
levels of the particular variable. All of the exared variables are significantly inter correlated,
but not above the recommended level of .65. Fleximrk schedules are significantly correlated
to WIPL (r = .46, p < .001), PLIW (r = .28, p < D0 and WPLE (r = .44, p < .001), role
overload (r = .30, p < .001), job-induced stress (86, p < .001) and job satisfaction (r = .54, p
<.001).

Figure 1. Path Model (n=211)

WIPL

PLIW

Flexitime WPLE

Role
Overload

Job-Induced
Stress

Job
Satisfaction

Notes:  a. Standardised estimates of the pathicieegiffs are shown. Non significant path is in bold.
b.y2 /df = 1.144, AGFI = 0.929, CFI = 0.977, RMSEA 841
c. WIPL = Work interference with personal lifd, IV = Personal life interference with work,
and WPLE = Work and personal life enhancementpd .01, and ** p < .001.

The results presented in Figure 1 indicate thatctheceptual model, and the data generally fit
well (normedy? = 1.144, AGFI = 0.929, CFI = 0.977, RMSEA = 0.p4Eurthermore, the

standardised path estimates reported in Figur@w skgnificant coefficients at the p < .01 level.
The results of the path analysis suggest flexitivoek schedules were significantly related to the
three work/life balance dimensions of WIPL, PLIWdaWPLE. Indeed, flexitime was

significantly related to role overload, job-inducstiess and job satisfaction. These findings
indicate flexitime work schedules generally enhareaployee well-being. Consequently,
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Hypothesis 1 was fully supported; suggesting flmeét work schedules are positively related to
employee well-being.

The results presented in Figure 2 indicate thatddta generally fit well (normegt = 1.240,
AGFI = 0.910, CFI = 0.937, RMSEA = 0.061). Moreqgvitre majority of the standardised path
estimates reported in Figure 2 show significanffa@ents at the p < .01 level. The path analysis
results suggest that flexiplace work schedules wageificantly related to two of the work/life
balance dimensions of WIPL and WPLE. However, fiage schedules were non-significantly
related to PLIW. These results imply that flexiglaschedules do not reduce the impact of
personal life interference with work. Indeed, fldace arrangements were non-significantly
linked to role overload and only marginally sigo&nt to job-induced stress. Hence, the findings
suggest telecommuting did not positively impaceraverload. Furthermore, there was a positive
relationship found between flexiplace work schedubnd job satisfaction. Consequently,
Hypothesis 2 was marginally supported, which indisaflexiplace work schedules are only
moderately related to employee well-being.

Figure 2: Path Model (n=125)
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Notes: a. Standardised estimates of the pattiicieaets are shown. Non significant path is in bold
b.x2 /df = 1.240, AGFI = 0.910, CFIl = 0.937, RMSEA 6861
c. WIPL = Work interference with personal lifd,IV = Personal life interference with work,
and WPLE = Work and personal life enhancement.
d. *p<.01, and ** p <.001.
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Discussions and Conclusions

The main focus of this paper was to explore thetimiships between flexible work
arrangements and well-being with a sample of othased employees. The hypotheses presented
in this paper predicted that flexitime and flexg@awork schedules would be related to three
dimensions of work/life balance: WIPL, PLIW and WEPLIndeed, the expectation that flexitime
would be linked to WIPL, PLIW, and WPLE was subsitzted by the statistical results, although
flexiplace schedules were not significantly relatedPLIW. Overall, the results demonstrate the
importance of organisational flexible work policies reducing the negative impact of work
conflicting on personal life and personal life niéging with work. In addition, these results
provide empirical confirmation that flexitime andrking from home was generally associated
to positive enhancement of personal life on wor#l aite versa. With the exception of a small
number of researchers (Eaton and Bailyn, 2000; §a2@04; Hayman, 2009), limited attempts
have been made to empirically assess the importahdéexible work policies to positive
experiences and well-being of office based empleyéhese findings make a significant
contribution to the work/life literature as it ikely that organisational flexibility policies are
related to a host of work and non work attitudegmployees (Eaton, 2003; Voydanoff, 2004).
Consequently, future researchers may wish to cendide importance of other attitudinal
variables when assessing flexible work practices.

The study also has implications for human resopreetitioners. The results of this study imply
that flexible work schedules make a significanttdbation to employee well-being and to the
ability of employees to balance their work and peed life. Consequently, an implication for the
university managers and human resource practisomdro want to develop comprehensive
work/life policies is to how to improve the deg@eschedule flexibility provided to professional
employees. In addition, university leaders may mersthe importance of the type of
organisational flexibility policies implemented, chmattempt to provide a culture that supports
and encourages the use of flexible work arrangesnddéence, there is an opportunity for
university administrators to follow the requests rebpondents who suggested that training
programmes might improve the understanding of supeny staff on the importance of schedule
flexibility and access to flexible work policiesrfoffice based employees.

The study results should be interpreted with thiefiong limitations. Firstly, the simultaneous
path analyses results should be interpreted withesoaution as the better model fit of the
flexitime data may be attributed to the differeatad set numbers. Secondly, the study sample
was limited to 336 administrative employees frora tmiversity, albeit at four geographically
dispersed locations. Therefore, future researchexg wish to test the hypotheses in another
university environment, or in other industries thiitise flexible work schedules with office-
based professional employees. Thirdly, a crossosedtresearch design was employed, so as a
result, causality among the variables cannot beragted, but inferences can be made from the
associations. The fourth aspect of the study isst#iereport data collected in the quantitative
guestionnaire to assess the study variables. Adfinabis method bias, due to the use of a self-
report approach, may have possibly inflated the nitade of the observed correlations, this
effect would not alter the statistical significanoethe observed linkages between the study
variables (Carmines and Mclver, 1981; Kent, 20Q@)leed, the constructs included in the
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present study were assessed by asking employagepdd their own attitudes and perceptions,
as work/life balance is in the eye of the beholdggsher, 2001). Consequently, the use of self-
report questionnaires is an appropriate and coem¢method for collecting the study data.

Despite the potential wealth of knowledge presenmtdtis study, the research has arguably only
begun to elucidate the complex relationships thaghmtransform management practice and
research interest. Indeed, the findings presentetthe article are possibly suggestive, but an
important consideration is that the results are dwefinitive. Furthermore, it is possible that
alternative conceptual paradigms of work/life balamay be explored in future studies. Future
researchers might also consider the model develégrethis research across different cultural
settings, in particular where flexible work arrangmnts are utilised by office-based employees,
which may provide further understanding and consoion of the study findings. Moreover,
there may be the need for the current investigdabdme extended by thorough empirical research
that has the potential to refine work/life theondadesign, and add knowledge to management
practice. Finally, continued research on work/bfgance has immense potential for improving
organisational efforts to enhance the quality afjgpe’s work and personal lives.
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Commentary - Occupational Stress and Workers’
Compensation: Getting out of the kitchen?

NADINE MCDONNELL

Introduction

Most people accept that employers should compensgatieers for work-related injury
and disease. Workers’ compensation law defineik-velated injury as an “injury
arising out of and in the course or employment’he TTule seems clear — if there is
evidence that someone has suffered a work-relajadyj they should be compensated
for this harm or loss by their employer. Howewsnrkers’ compensation has never
been straightforward.

When it started a hundred years ago workers’ cosatém provided compensation for
workmen who suffered physical injuries in work maaccidents. Psychological injury,
occupational diseases and conditions that arosetone were simply not accepted as
work-related. =~ Over the years since coverage hasn bexpanded to include
psychological injuries as well as occupational alése but the need to prove that the
injury is somehow caused by the employment rem&atore workers receive workers’
compensation, they must prove that the injury cedse is work-related. As Arthur
Larson rightly pointed out forty years ago, the ijjeon of obtaining workers’
compensation was always easier when the injury'masgical’:

“[H]ow could it be real when. . . it was purely ntal?

This poignant judicial cry out of the past ... contathe clue to almost all of the
trouble that has attended the development of wonksneompensation law related
to mental and nervous injuries. This equation ofefwal” with “unreal”, or
imaginary, or phoney, is so ingrained that it habieved a firm place in our
idiomatic language. Who has not at some time, smdising a physical complaint
of some suffering friend or relative, airily wavétte complaint aside by saying,
“Oh, it's all in his head?” (Larson, 1970, at 1234

Proof is also more difficult when the conditionsas$ over time instead of at one specific
moment. Quite simply it is easier to show thatrgary is work-related when it happens
in an instant, like a car accident, rather tharr ®@averal days or months. Many claims
for occupational stress present difficulties forrkeys’ compensation because they lack
a clear physical component and often arise oves.tim

Another problem is that the relationship betweeresst and injury is not well
understood. Stress is associated many differgmestyof work - with tedious and
repetitive work, physically demanding and risky wowork with difficult and abusive
co-workers or supervisors, work dealing with theélpuand work in isolation, work

" Dr Nadine McDonnell is a Senior Research Fellowhi Centre for Occupational Health and Safety
Research, AUT and is a Senior Lecturer at the Usityeof Auckland.
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occasioned by dangerous or violent incidents andnsoAnd it is not at all clear how
much stress is too much stress. Different workeast differently to similar stressors.
Some workers may thrive while others get sick. dilthese factors make it difficult to
prove that the worker’s injury or illness was woeglated. Even if a link between the
work stress and the injury is proven, the stresg beseen as an acceptable aspect of
the job and the problem is not the job but the work Some believe that when the
worker accepts a stressful job and the pay thas goth it, they accept the stress and if
the stress is too much and they get sick, thenghewld find another job. As the saying
goes, “if you can’t stand the heat, get out ofkitehen”.

The basic rule is that workers should be compedstie work-related injuries and
diseases, but this rule is hard to apply when thery and its cause are related to
occupational stress. Below | discuss how ‘persangiry’ is defined by workers’
compensation schemes and examine how this defind&termines which claims are
accepted as work-related injury or disease. Asudised below, the problem is that
occupational stress is seen as an illness arisiagtone and therefore rarely meets the
strict criteria imposed by workers’ compensatiorrages covering work-related injury.

Personal injury - this and not that

Workers’ compensation is shaped by dichotomiese-difality of this and not that. The
obvious duality shaping workers’ compensation & tf work and non-work. Workers’
compensation covesork-relatedinjuries and does not cover non-work injuries. &hi
many people feel as though they are working atheftime, if they count the hours, they
will discover that they only work for 25 to 30 pent of their time. Any injury that
occurs while they are not working, in the sens¢ they are not being paid to do what
they are doing when hurt, is not covered by workesmpensation. This means that for
most people if they are hurt doing something whildhome, playing sports, or driving
they cannot rely on workers’ compensation to paytfieir medical care or lost wages.
For most workers, (although not those working inwNe&ealand)), workers’
compensation is the only income insurance they .hdfvéhey are seriously injured and
cannot work most workers face financial ruin, Igsiheir savings and at times their
homes, unless the disabling condition can be shoviie work-related. This has meant
that in many jurisdictions, (again except New Zadla workers have a strong
motivation to prove that their injury was work-rield. Moreover, in order to have their
claim accepted, the worker must establish that thgiry was a personal injury and that
it arose out of and in the course of their employtm&hat is, the requirement is that the
injury must bea personal injury

The term ‘personal injury’ denotes the next setdodlities — that of personal injury
versus property damage and that of injury versgsadie. Injury is hurt or harm and
personal injury is hurt or harm to the person, dags not include damage or harm to
their property. When workers’ compensation schewe first established in the early
part of the 28 Century, they generally covered physical injutiesised by accident.
Damaged clothing or tools were not covered, althoogpdern workers’ compensation
schemes will pay for damaged eyeglasses, dentaceprastheses. When first enacted,
workers’ compensation was to compensate injureckmven (initially the scheme did
not cover women or women’s work) for strains, spsaicuts, bruises and broken bones
caused by work-related accidents. Compensatioeredvphysical, not mental, injury
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(and death) caused by accidents that happenedegaolihAs stated above, the objective
of workmen’s compensation (as it was called for ynarears) was to provide
compensation to workmen injured at work or if theere killed at work, to pay
compensation to their widows. Workers’ compensati@s never intended to cover all
misfortunes of life. The scheme was designed @m®ans to compensate workers who
suffered personal injuries which happened durirgjl@@cause of work.

In most jurisdictions under workers’ compensatia@mesnes personal injury is now
defined as includingnentalas well as physical injury as well as iliness etdtl as the
consequence of identified diseases. For examplBritish Columbia personal injury is
defined by policy as “...any physiological changesiaug from some cause, for example,
a limitation in movement of the back or restrictionthe use of a limb.” This definition
resembles that offered lrarson’s Workers’ Compensatiavhich defines ‘personal injury’
as including:

“... any harmful change in the body. It need nobiwe physical trauma, but may
include such injuries as disease, sunstroke, nergollapse ...” (Larson, 1984, at
Chapter 42.00)

In New Zealand the Accident Compensation Act 200@dvides a long and rather
complex definition for personal injury. The defioit demonstrates some of the
challenges drafters face when trying to offer aigeedefinition. The definition offered
by Section 26 distinguishes between physical andtahénjury and limits coverage for
a mental injury to those injuries which are theutesf a physical injury or are the result
of a sex crime or a work-related mental injury &firled under the Act. Non-work
mental injuries, which are not a consequence ohysipal injury, are covered by the
ACC scheme only if they are the result of a semeras defined by scheme. Despite the
wider contemporary definition of ‘personal injunthe traditional notion of personal
injury as physical harm to the worker’s persansed by traumatic accident continues to
influence compensation decisions.

An understanding of what is meant by ‘personalriijalso requires an appreciation of
the other ‘twosomes’, that is injury’ and diseard accident and disease, as outlined in
table 1. These two dualities taken with the furtfseysome of cause and effect underpin
the definition of personal injury in most compeinmatschemes. First, with respect to
cause and effect, the duality of injury and diseapeesents theonsequence or effect
some event, while the duality of accident and disga concerned witthe cause Here
confusion seems inevitable as the word ‘diseasesed to refer to both the cause and
effect — the word refers to both the illness aralfghocess, which causes the sickness. A
disease is an unhealthy condition of the body éot pf it) or the mind but it is not an

injury.
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Table 1: Duality of Terms

Cause Effect
Accident Injury (mental or physical injury)
- specific event - strain, sprain, bruise, break, cut

- identifiable trauma
- internal to the body

Disease Diseasgmental or physical illness)
- process over time
- uncertain trigger
- internal to the body

In British Columbia ‘injury’ is defined as a harnhfohysiological change in the body or
mind arising from some cause, but not a conditibirctvis also a disease (WorkSafeBC,
2011, at Paragraph C3-12:00). Under most workersipensation legislation, including
the New Zealand Accident Compensation Act, injsrdistinguished from disease. This
fits with the ordinary understanding of the word®eople who are injured are not
generally thought of as sick, at least not ingiallThis distinction is maintained by
workers’ compensation organisation’s rules, whitdtes that any sickness or disease
suffered by a worker is not to be treated as agp@ignjury unless the specific disease is
recognized as a condition that is to be treated psrsonal injury. And the distinction
between what is seen as an injury and what is easésdepends on itause whether
the condition was caused by an accident or whéethes caused by a disease or disease
like process. Basically, an injury is harm caubgdn accident while a disease is harm
caused by a disease.

The distinction between injury and disease thusston the distinction between accident
and disease and thus the definition of an accideftie Oxford Dictionariesdefines
accident as: “an unfortunate incident that happemxpectedly;...an event that happens
by chance and is without apparent cause delibesatse®. This definition is similar to that
set out in Larson’s Workers’ Compensation whichraef ‘by accident’ as “...an unlooked
for mishap or an untoward event which is not exgebair designed” (Larson, 1984, at
Chapter 37.00). The key is that an accident igwant (or series of events) and not a
process. While the idea that an ‘accident’ is peeied is important, this does not
necessarily distinguish accident from disease s&caa one really expects to get sick.

Another quality of an accident is suggested by Br#gish Columbian definition of
‘personal injury’ as physiological change “for some@son”. Both accidents and diseases
are unexpected and unwanted events, but an acciddike a disease, is assumed to
involve some element of human agency. An accigeahexpected but a human mishap
involves some element of human action or failur@ad¢t Disease is mysterious and at
times, beyond human understanding. There may beason why one person gets sick
while another does not. So where the mishap cawattributed to any human activity or
agency (in the sense that no person could reasobeat any responsibility for the harm),

! See http://www.oxforddictionaries.com/definitiondaent?view=uk
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then it might as well be assumed that the causenaasal and where human health is
concerned, the cause must be a disease. In thisawisease is an Act of God, like a
hurricane; a storm is not thought of as an accid&umilarly becoming ill is not usually
thought of as the result of an accident, but if adaman act is identified as the cause of
the sickness, then the disease is accidental. b&nduse accidents are felt to be result or
consequence of human activity, they should be ptede This sentiment underlies the
belief that employers should take steps to safelgtregir workers. Where such measures
fail to protect the worker from those events wharle within human control, then the
worker should be compensated. But what respoitgitshould employers have for
controlling diseases, when the unexpected and uedavents are beyond human control?
In a perfect world, all accidents would be avoibatdiseases would only be contained. In
this sense, aging can be seen as the quintessdisti@se. Very few accidents are as
debilitating as old age but aging like many disedasea process, not one event, and very
little is understood about the process. In Newlatwhthe Accident Compensation Act,
2001 treats aging is a natural event and any mishapstantially due to aging” is not
considered to be a personal injury for the purpafesompensation. The distinction
between accident and disease thus rest on thetiva\wan accident is a discrete unfortunate
but explicable event while a disease involves alpamderstood process.

This distinction means that accidents are easiddeatify and explain than diseases.
Furthermore, for the purposes of workers’ compemsdlis means that it is easier to prove
that an accident arose out of and in the coursargiloyment, than it is to prove that a
disease is caused by work. More precisely, andaatiis an event, or series of events,
which happened in a certain place and at a spedifiee and as result of some human
act or omission. An accident can be witnessedumented and proven to have
happened in a certain place at a certain timecolnrast, there can be no first hand
evidence that a disease, a poorly understood pguessibly manifesting over decades
and involving multiple workplaces and employerspsar out of and in the course of
employment. The ease by which an accident carxpliaed is often reflected in the
ease with which the resulting injury is proven ® dompensable. It is simply much
simpler to show that an accident is work-relateghtft is to prove that a disease is due
to the worker's work activities or environment. tontrast, it can take years of
expensive epidemiological research to demonsthatiean illness is due to the nature of
certain employment. Diseases must be recognizebebgompensation system as related
to employment, as industrial or occupational diseabefore most workers can expect
any compensation for them. The burden of providivglence linking the injury or
disease to the employment is often born by theviddal worker in the sense that the
worker absent the proof, the worker will not reeeivorkers’ compensation. But the
proof of a causal relationship between a diseaseaawork activity (or environment)
cannot be made on a case by case basis.

At the same time, the ease with which an accidedetermined to be work-related does
not mean that the distinction between an injury disgase (as the harm or effect) is
clear cut for the purposes of workers’ compensatidnworker pricked by a tainted
needle might get a disease by accident and foptinposes of workers’ compensation
would have a personal injury whereas another wonkew injured their back lifting a
patient and was found to have an underlying bacidition may be deemed to have a
disease (ie degenerative disc disease). The imumyisease as an effect, requires an
investigation of its cause and will be covered by tompensation scheme as ‘personal
injury’ only if the cause can be determined as aocident’. Where the cause is
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determined to be a disease or disease like pratessfurther inquiry is needed in order
to find out if the disease has been recognizechasxeaupational disease.

In most jurisdictions in order for a worker to hazeclaim for occupational disease
accepted, they must prove three things. First, thegt prove that they suffer from a
specific illness (i.e. that an appropriate mediegpert has diagnose the worker as
suffering from a certain disease). Second, the aronkust establish that the diagnosed
illness is anoccupationaldisease (i.e. an illness which epidemiologicadexce has
been accepted by the compensation authoritiesagngrthe disease is one which can
be caused by work-related activities or conditionghird, that the worker must prove
that the activities or conditions at their partaoulvork were similar to those which have
been accepted as causing their condition and there \kely to have caused their
illness.

Given that workers’ compensation is establishetharily for work-related injuries, the
seeming bias towards accident and against diseakesrsense. That is, employers
should only have to compensate workers for confitithat can be shown to be work-
related. An injury caused by an accident on thegab bee seen by all concerned as
work-related. A disease, however, cannot be sitydadked to a particular job. It took
years of study and a lot of epidemiological evidenc persuade governments and
employers to accept that some diseases could ls=ddy employment activities and
conditions. For example it took many years toldisth that the work environment was
a significant cause of respiratory diseases rdttear smoking or other urban pollutants.
And while the list of industrial or occupationalsdases continues to grow, the bias
against claims for conditions that arise over tiamel as a result of a gradual process
remains because the scheme is for work-relatedyiajd disease.

Thus, it is important to understand that the categowhich structure workers’

compensation rules are shaped by the dualities avk vand non-work, physical and

mental, and injury and disease and are set agdiasbackdrop of assumptions about
accidents and diseases. It is this conceptual antplicated milieu that provides the
context in which occupational stress claims areswmred and helps explain why
occupational stress presents workers’ compensaiitbnsuch difficulties.

Classifying Claims

A further duality — namely, mental and physical s- used to classify workers’

compensation claims. Mental and physical as céteema) and effect (injury) describe
the four basic kinds of compensation claims. Ew#aym can be placed in one of these
four categories, as outlined in table 2.

Table 2: Duality of Mental and Physical Injury

Cause / Effect | Physical injury Mental injury
Physical trauma | Physical / Physical Physical / Mental
Mental trauma Mental / Physical Mental / Mental
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The first category is that of claims for physiceduma causing physical injury. An
example of a physical/physical claim is when a workreaks his thumb while
hammering a nail. If the worker was hammering @ of his job, then the evidence to
establish a workers’ compensation claim is easynty that is,the injuryis the broken
thumb andhe causeas the hammering. While physical injury involviearm or hurt to
the body, physicatrauma involves force, such as gravity, and its effecttba body.
Physical trauma can be observed and incidents\umglphysical trauma and resulting
in physical injury can be witnessed. All that eeded to establish the compensability of
the injury is evidence that hammer blow which brdke thumb occurred while the
worker was working and as a result of their wortivétges.

The second category is that of physical/mentalndain which physical trauma is
caused by emotional or mental injury. Mental injuisy not usually defined in
compensation legislation but is described in mossglictions as involving significant
psychological illness. Transient upset, such asilmtion, embarrassment or anger
would not qualify as mental injury. In both Newaland and British Columbia a
diagnosis using the American PsychiaBimgnostic and Statistical Manual of Mental
Disordersis required before compensation is considered. ogef physical/mental
claim is accepted the evidence needs to suppoohalusion that the physical trauma
and, in most cases the resulting physical injurgs@ out of and in the course of
employment and the medical evidence needs to liakctaimant’s mental injury to this
physical trauma and the consequence of the complenghysical injury. For example,
a worker who suffered a disabling injury and whdsaguently became depressed
would likely be compensated for the depressiohef ¢vidence supported a conclusion
that the depression was caused by the physicayinju

The third category of claims is mental/physicaliras where mental or psychological
stimulus results in a physical injury. Here thegppitating event may be a sudden noise,
a gun shot, with physical consequences, such as attack. The event is ‘mental’ in
that there was no physical contact with the workat,the effect of the mental stimulus
was physical in that the worker suffered an injufjne evidence needed to establish the
worker’s claim for compensation would be medicatiemce of a direct link between the
mental stimulus and the physical injury. In parée, in this type of claim, expert
medical evidence would be needed to explain why stiess of the psychological
stimulus caused the physical harm. The difficidtyhat if the cause and effect cannot
be witnessed then no one is able to observe theéalmgtimulus causing physical harm.
Also the mental stimulus or trauma must be an evétdart-related conditions may be
accepted as compensable but only if the medicdeecie also establishes that they were
directly caused by a specific work-related evetitenthan by a gradual onset of heart
disease. The condition must fit the requiremeh&nanjury as opposed to a disease. In
most jurisdictions it is difficult to obtain sufiient medical evidence to do this and heart
disease is rarely recognized as an occupationaasks With the exception of certain
occupations, such as fire fighters, most workers aiiffer a heart attack at work would
be found to be suffering from a non-compensableatdis. Also mental/physical claims
would not include claims where the sudden noisesedtsomeone to fall as in those
claims the cause of the injury would be identifeexthe fall not the noise (even though
the noise was the cause of the fall).
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The fourth category of claims is that of mental/ta¢claims where mental trauma or
stimulus causes a mental injury. An example ofental/mental claim would be the
claim for mental injury suffered in a robbery. Thkaim could be significant if the
worker was disabled, unable to return to work, beeaof their psychological reaction to
the shock of the hold-up. In most jurisdictionsa injury caused by mental trauma or
stimulus (mental/mental claims) is accepted, buy eavhen the evidence supports a
conclusion that the mental trauma was analogoas taccident and if the accident arose
out of and in the course of employment. For exanflection 5.1 of the Workers’
Compensation Act in British Columbia states thataker is entitled to compensation
for a mental stress only where three the injury.isan acute reaction to a sudden and
unexpected traumatic event arising out of and ie ttourse of the worker's
employment”. Similarly the New Zealand Accidentn@mensation Act Section 21B
provides similar conditions for mental/mental claimThe event must be sudden and
unexpected causing immediate mental harm, justdikaccident.

For the purposes of workers’ compensation, occapali stress claims are best
described as claims involving mental trauma. Tty be classified as mental/physical
or mental/mental claims. In such claims the worserlleging that they suffered a
mental rather than physical trauma experience dumork and because of that
experience at work, it resulted in either physicalmental injury or both. Problems
arise when the cause (mental trauma) and the dffemttal injury) resemble a disease.
In particular, the more the cause is attributeéwtents that occurred over time and that
the condition is a disease (as in mental illnedgerahan injury), then the less likely it is
that the claim will be accepted.

‘Occupational stress’ refers to a cause of humpmyiror illness, not the condition itself.
As discussed above, ‘an occupational diseasekigeim used to refer to those diseases
that are recognized as being work-related. Inreshtoccupational stress is tteuseof
injury or disease, not the effect, as with occupwl disease. As the workers’
compensation rules in both New Zealand and Briislumbia demonstrate, the injury
caused by occupational stress will only be accepteere the evidence establishes that
the trauma was, in effect, an accident, that isjre@xpected, traumatic event resulting in
immediate harm. Claims involving a process rathan an identifiable event are simply
not accepted. While this reflects understandingafidents and disease as cause and
effect, when applied the rules seem quite harBlut in the past workers’ compensation
rules were often harshly applied. For years, warlsaiffered illness and death as result
of many different occupational diseases before dimease was recognized as an
‘occupational disease’. What is needed is evidethed proves the link between
occupational stress and mental and physical injuiowever, the task of getting
evidence linking stress to employment is compourgedifficulties in defining what is
meant by ‘occupational stress’ and in understanttiedink between stress and injury or
disease. Complicating this relationship is thewikat stress is a ‘natural’ part of many
jobs and as such would be better covered througiesvéhan workers’ compensation.
And with this view, of course, comes the sentimat if the worker cannot stand the
heat, then they should get out of the kitchen.s Tilowever, suggests that the problem is
stressed workers, not stressful work.
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Some Concluding Thoughts

Most people believe that workers should be comgeddar injury and ill health caused
by their work. For over a century workers’ compaien has provided compensation to
workers who suffered physical injury caused by ecident which arose out of and in
the course of their employment. Over the yearskerst compensation coverage has
expanded to include mental injury and occupatialis¢ases as well as injuries arising
over time seemingly caused by a disease like psobesthere remains a bias towards
physical injury caused by accidents. This, of seuis the root of the problem with
many forms of occupational stress. Occupationedsstis not easily accepted as
compensable first, because it manifests as mentdl physical injury, and second
because its cause is often mental rather than gdlysauma which has occurred over
time rather than as the result of one incidentwané There is a level of institutional
resistance to providing workers’ compensation facupational stress claims first
because they are mental claims but this resistaicceases if the cause is also shown to
be stress (ie mental trauma) which has occurredtowe. And so while people believe
that workers deserve compensation for work relatgday, they may also accept that
workers suffering from occupational stress whicls aisen over time should simply
find a new and less personally stressful job.

Occupational stress, however, is not simply thekexds problem. Stress related injury
and illness is calculated to cost employers ancctomomy a great deal of money every
year. In the United States it is estimated thaesstrelated absenteeism costs the
economy hundreds of billion dollars a year in alseism, reduced productivity and
medical expenses (French 1998). There is a needn¥astigation of both stressed
worker and stressful work. Every form of work mets some level of stress and the
question should be, when does stress become urnablp There also needs to be a
better understanding of the different kinds of sgrevhich workers experience and the
reasons why some workers get ill while others do d the same time there should be
a discussion as to how best to compensate workéfexiag injury or illness as a result
of occupational stress. Still it may well be thvabrkers’ compensation is not the
appropriate vehicle for compensation for occupatiastress. This then leads to the
guestion that if not workers’ compensation, therat?h Should there be a return to tort
for occupational stress? If occupational stressirgy over time is not covered by
workers’ compensation, perhaps workers should teaveight to sue their employers for
intentionally inflicted emotional harm under thdew of tort. Stressed workers might
well leave the kitchen but why should they do sthat their pound of flesh?
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Resear ch Note: Stress M anagement Practice: Isit Effective?

CLARE GEORGE AND MARK LE FEVRE**

Abstract

We present a review of the recent literature foiogson the effectiveness of stress
management interventions (SMIs) in organisatioredtireys. Empirical studies carried out
between 2006 and 2010 inclusive are reviewed. Tinahgre is some improvement in
methodology, experimental protocols and long-teotiofv up studies are still rare. We
suggest that SMis in future should include botlmary and secondary approaches, and that
success should be measures against both indivaghabbrganisational outcomes.

I ntroduction

There have been several reviews of the literatarstiess management interventions (SMIs)
since de Frank and Cooper’s 1987 paper. In theveéng years there has been an increase
in the proportion of studies employing empiricabearch methods. There is a suspicion,
however, that there are scant rigorous experimesegigns and repeat and longitudinal
studies. Therefore, in order to discern the effeaess of current SMI practice and to
ascertain the robustness of the methodologies exppti the studies, we present a recent
review of the extant literature. We restrict oualgmsis to empirical studies which focus on
occupational stress and its reduction in orgarmgsati settings. We have chosen a meta-
synthetic rather than a meta-analytical approadverGthe wide range of outcome measures
and intervention designs employed it is doubtfalt trombining the data in a single analysis
would yield reliable estimates.

Stress M anagement | nterventions

Many organisations have implemented Stress Managernmerventions (SMIs) in an
attempt to reduce levels of stress and to helmatii the detrimental effects of occupational
stress (Richardson & Rothstein, 2008; Barry & Kueshn2006; Le Fevre, 2001). The
European Commission (2002) stated that:

“...work related stress may be prevented or coanted by job redesign (e.g. by
empowering the employees, and avoiding both oved- inder-load), by improving
social support, and by promoting reasonable rewardeffort invested. And of
course, by adjusting occupational physical settiogde workers abilities, needs and
reasonable expectations” (cited in Coffey, DugflilTattersal 2009:.99).

" Clare George is a Lecturer at Auckland Universityechnology (AUT)
** Dr Mark Le Fevre is a Senior Lecturer at Aucktbbniversity of Technology (AUT)
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This statement illustrates how SMis can be implememat many levels starting at an
individual level and moving through to initiativesmed at the culture and fundamentals of
the organisation (Coffey et al.,, 2009; Le FevreDDO0 SMIs can be classified into three
groups: primary interventions that deal with therse of the stress at a group or workplace
level (Richardson & Rothstein, 2008; Le Fevre et 2006; Le Fevre, 2001; Randall et al.,
2007): secondary interventions that focus on tligvidual (Richardson & Rothstein, 2008;

Le Fevre et al., 2006; Le Fevre, 2001); and tertiaterventions that focus on assisting
individuals with existing issues (Le Fevre et aD06; Richardson & Rothstein, 2008). The
subsequent sections will focus on primary and sgéagnlevel SMIs.

Organisational-level SMIs (Primary SMIs) are desigito deal with the source of the stress —
that is, creating a balance between demands planethe individual and providing the
resources available for dealing with the demandsx(Q993; Randall, Cox & Griffiths,
2007). Although the focus for primary interventioms essentially based around the
organisation, it can be either employee or orgaioisdocused (Le Fevre, 2001; De Frank &
Cooper, 1987; van der Hek & Plomp, 1997; van dankkt al., 2001). Medical benefits,
staff counselling, employee assistance programriadd®’§), stress management training
workshops, are examples of employee focused iméores (Le Fevre, 2001). Job structure
and rotation, organisational development, and asgdional restructuring are examples of
organisation focused interventions (Le Fevre, 2B0&hardson & Rothstein, 2008). Le Fevre
et al., (2006) state that the objective of thederuentions is to create an environment or
culture that aims to remove sources of stress enwtbrkplace, rather than treating present
stress in employees. By attempting to remove siresfe Fevre et al., 2006), primary
interventions can be an effective means of pratgaiind enhancing employee well-being in
the medium to long-term (Randall et al., 2007). i€gfly, primary SMIs are run for over 12
months, this in contrast to secondary interventibas are more short-term.

Secondary interventions focus on the individualthimi an organisation and can be broken
down into three groups; somatic, cognitive, andtatabdal (Le Fevre et al., 2006). Somatic
techniques include relaxation methods (e.g. Ridw@rd Rothstein, 2008; Kohler & Munz,
2006), cognitive techniques may involve affirmaand thought stopping (Le Fevre, 2001;
Bunn, et al.,2007; Hampel, et al., 2007 ), andthivel, multi-modal, is a combination of the
prior two groups including techniques such as trandental meditation and programmes
that mix cognitive and somatic methods (Le FevB§13). These techniques are often short in
duration and, depending on the type of techniquel@emented, can vary in length (e.g. one
meditation session, monthly workshops). Each orsetha intention of teaching employees
coping strategies to deal with stress by equippimgm with skills they may require in the
future (Barry & Kuemmel, 2006). Such skills as ageness and positive thinking (Barry &
Kuemmel, 2006) are taught in attempts to reducestheerity of stress symptoms before
situations become uncontrollable (Richardson & Rutim, 2008). Altering the way
individuals appraise stressful situations is intghtb change reactions to stress in the future
(Richardson & Rothstein, 2008; Soriano, 2009).

Primary interventions have been criticised in thstgor placing the responsibility of dealing
with stressful situations on the individual and réi® removing the obligation from
management to address such problems (Le Fevre, &08I6; Kenny & Cooper, 2003). Le
Fevre et al. (2006) suggest that this has beenasad argument against the implementation
of secondary interventions, and to support primatgrventions as first choice. Le Fevre,
Kolt and Matheny (2006: 562) conclude with:
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“...there may be advantage in employing individieaused, secondary approaches as
a first step in interventions designed to reducganisational job stress at the
individual level, rather than as complements to iaitial organisational-based
approach”

It is the relationship between people and theirirenment that is the core focus when
addressing the issue of stress. The person-envaoniit (P-E fit) theory refers to the
alignment or congruence of a person to their enwirent (Edwards, 2008). Under the
heading of ‘environment’ comes the social environmeother individuals, groups,
organisations, or vocations. In this theory stiss®t related specifically to the individual or
the environment, the focus is the fit between latites of the person and characteristics of
different vocations” (Edwards, 2008:168). P-E fiffees an explanation for stress in the
workplace; “when there is a mismatch between thiegreand their environment” (Le Fevre,
2001, p.3) stress is likely to be the result. AsHp@nk and Cooper (1987:8) rightly note:

“There is great need to consider variation withergonsand their environment as
determinants of both levels of perceived stress #rad effectiveness of stress
management...”

Thus, understanding individual's interactions wite environment is important in the
evaluation of the stressors, that same evaluatiaw predict whether individuals will accept
and continue practicing secondary interventiongref (i.e. relaxation techniques, coping
strategies). The adoption of the intervention bylayees is essential if a long-term change
is to be achieved (Appelbaum & Lefrancois, 200'h dar Hek & Plomp, 1997). Knowing
the situational and individual factors that endine adoption of change may also predict the
likelihood of a successful primary intervention ption (De Frank & Cooper, 1897; Vakola
& Nikolaou, 2005). It is hard to know the extent wdich employees continue with the
techniques taught post-intervention due to thetéchinumber of follow ups conducted.
According to De Frank and Cooper (1987) many oigtions have not created a culture nor
have implemented structures to maintain such mesti highlighting the need to see
secondary and primary interventions implementecbimcurrence with each other.

In essence, “occupational stress has been of isiageaconcern to both employers and
governments for over 20 years” (Le Fevre, 2001AlYise in compensation claims, high

turnover rates, and employees dealing with strelsded illnesses are all issues that are
encouraging employers to address and find a saldtinthe damaging effects of stress (van
der Klink et al., 2001; Tisza & Mottl, 2003).

Sear ch Strategy

In this review of empirical studies the authors ducted a search of studies between 2006
and 2010. A library and internet based search (Bed®’Aguiar, Pruessner, 2009) was used
to obtain information about Stress Management Veteions (SMIs), the history behind the
terms strain, stress, and stressors, and empirgsdarch from 2006 to 2010 on the
application of SMis. ProQuest, Emerald Full TexBlAnform, EBSCO, and OVID were
search engines used to conduct the searches. a@hehs&rategy included using the peer
reviewed option and nine search terms producingrgel number of articles that did not
satisfy the requirement for this review (Sparregber et al., 2008). To refine the results,
searches were conducted within the results witlirér six terms adopted for this purpose.
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The search strategy also included using alternaterens for key words (i.e. stress
management intervention/programme). Additionally #uthors searched the references from
significant articles using key words and title n@am@riginal articles were sourced if they
offered significant contribution to the theory dudy being analysed. The restrictions applied
to the search were date limits, peer reviewed, tedt, search within the citation, search
within the title, search for the author.

Among the thousands of results found in an origgearch, the refining process brought the
number of more relevant examples down to 115. Riwse studies selected 55 satisfied the
requirements of having a relationship to Stressadament Interventions (SMIs), and stress
in the workplace. Ten studies satisfied the requénet of being empirical trials of SMls. Of
the ten, eight were individual focused intervensio(secondary). The majority of the
participants for the interventions were voluntedin® main tool for measurement was self-
reported questionnaires, and there were limitebvioup time-frames for the interventions
and the people involved.

Criteriafor thelnclusion of Studies

The review was restricted to articles written betw@006 and 2010. The reasons why some
papers were not included are: they did not reporthe findings from an empirical study; the
results relied too heavily on personal accountsvbat happened; or the focus for the
intervention was rehabilitation after a traumatice® or severe illness. In the reviewed
papers the majority of participants were femalenfrlarge organisations or alternatively
university students, and took part on a voluntaagi® Studies that reported on SMis at
management level, employee level, and organisdtiemal were included. The majority of
the studies used groups that were not activelyisgelssistance in the area of stress. In order
for the studies to be included there had to bengention to reduce an identified stress or
stressor. Two studies that had no control grougevimsiuded, though this was not ideal, the
authors gave insight in to alternative control grayptions. All studies were published peer-
reviewed journal articles (van der Klink, 2001).

Extraction of Data

At first, the titles and the abstracts of the d&sowvere used to determine the relevance of the
article and whether they would sufficiently meee ttriteria (Sparrenberger, et al., 2008).
Most articles were discarded due to the mainly weddfocus or they did not feature
empirical studies; although it must be noted thatail medical articles were overlooked as
some offered an interesting insight into the oteessful nursing industry. The article’s full
text was used as a final level of evaluation anda®of data (Sparrenberger, et al., 2008).

The ten studies featuring empirical research useariaty of measuring instruments but the
majority used rating scales, self reports, and tipresaires. Stress was defined differently by
the authors of each paper, however, when thereumesrtainty between the terms strain,
stress, and stressor we used a definition put fah\wg Le Fevre, Matheny, and Kolt (2003).
“Stressor will denote the external force or sitoiatacting on the individual, and stress will
denote the deformation or changes produced innitigidual as a result of those forces” (Le
Fevre et al., 2003:728).
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The review has highlighted an issue in attemptmgheasure the effectiveness of SMIs and
comparing one type of intervention from another.eTimmense variation in resources
available, the many stakeholders involved, andype of intervention adopted which in turn
makes measurement and comparison a difficult tasle difficulty in measurement and
equally, the difficulty in implementation of primaor organisational level interventions may
deter researchers and managers respectively framluping the required information for
analysis (van der Hek & Plomp, 1997) resulting ilow ratio of organisational to individual
level interventions in the literature.

Many of the studies had a short follow up time fearagain making it difficult to assess the
sustainability of the interventions implemented. olaut of the ten did not have control

groups and cannot, therefore, be considered asrigxpdal. That is, experimental

interventions enable treatment groups to be condpagainst control groups to enable the
one to take account of organisation wide changeithaommon to both groups (Cook &

Campbell, 2002, cited in Holeman, Axtell, SpriggttErdell, & Wall, 2009).

Stress M anagement | nterventions. Empirical Research

De Frank and Cooper (1987) and van der Hek and lP#(h997) past reviews evaluated the

effectiveness of SMIs and this review uses thdrmation as a starting point. The review

offers an evaluation of current practice from oigations and whether the concerns from the
past reviews (i.e. no long term follow ups, creliipiof the interventions, cost effectiveness,

effectiveness of intervention) have been addre@sedder Hek & Plomp, 1997).

The Effectiveness of Current Stress Management | nter ventions 2006 - 2010

Ten studies conducted from 2006 to 2010 met ther@ioutlined above and are summarised
in detail in appendix 1: table 1. Eight of the tstudies focused solely on primary
interventions, one a combination of organisaticarad individual (though more the former),
and one study was located at an organisational tewhg. Of the eight primary interventions,
four studies involved a strong focus on relaxattechniques (i.e. meditation, muscle
relaxation) as a way of dealing with present penexistress and future stress. A majority of
the studies involved education of some sort, intipaar teaching the theory of stress,
occupational stress, and coping strategies.

The two interventions implemented at an organisalidevel (Elo, Ervasti, Kuosma, &
Mattila, 2008; Holman, Axtell, Sprigg, Totterde& Wall, 2009), focused on improving
communication and communication training. Howevbere were differences. The aim of
the first organisational intervention (Elo, et &Q08) was slightly ambiguous and directed
each member of the staff to attend specific worgshand seminars. The aim of the second
intervention on the other hand (Holman, et al, 2C§$:cified exactly that the interventions
were proposed to change the level of stress anten@rnployees and took a less directive
approach, gathering suggestions from all levelshef organisation regarding the different
ways to approach SMis. The duration of intervergiam both studies ranged from one-off
short, twenty minute workshops to full day retrealbe average length of time of the
interventions was three months. Although, there m@sbvious relationship between length
of sessions and results, it has been postulateRawmsch, et al., (2006), van der Hek and
Plomp, (1997) and van der Klink, et al., (2001} ttne shorter, secondary level interventions
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are most effective. In this sample of empiricaliegs, the primary level interventions ran for
a longer period of time, consistent with the firgirof van der Klink, et al., (2001).

There was great variation in the techniques useddarsecondary interventions. The sessions
included; meditation, Indian head massage, mind&grbased stress reduction techniques,
progressive muscle relaxation, and cognitive behawsi theory.

Measurements for the outcomes also varied from topumsires, focus groups, self-report
stress scales, to self-reported symptoms. The d@nihumber of organisational level
interventions is consistent with the findings ohwder Klink, et al. (2001). “Although there is
general recognition that work and organisationabbfgms are the major causes of
occupational work stress there is still a lackexfearch into interventions on this level” (van
der Hek & Plomp, 1997:135) but, as pointed outiegrthis may be due to methodological
problems.

Discussion

The reviews by De Frank and Cooper in 1987, varHid and Plomp in 1997, and van der
Klink in 2001 communicate a shared concern for Way that SMIs are measured and
reported. In particular, while there has been asiclmmable improvement in the standard of
research since the first review was written twenty years ago, more progress is still needed
in developing a framework that allows robust congmars of the different SMis. It is
acknowledged, however, that comparisons are diffttumake given the unique nature of
each organisation and more importantly becaus@efvariances of each person within the
organisation. Moreover, each organisation has mangbles that affect the outcomes of the
SMI’s therefore making them difficult to compare.

Nonetheless, the literature sets out a number @erier necessary for an effective
implementation of SMIs. First, prior to the implentation, the aim of the intervention
should be clear and agreed upon and motivatingsguegd to be carefully designed in order
to guide the SMI process (van der Hek & Plomp, 19@, et al., 2008). Second, the link
between the intervention and lowering the persetrsss levels should also be established at
the beginning of the intervention. Moreover, iditig those individuals most at risk and
what constitutes a stressful situation, is a mdfective way of addressing the particular
occupational stress issues (Elo, Ervasti, Kuosmajagtila, 2008). Third, it is argued that
determining the success of the SMI outcomes cay lmmldone when measured against the
organisation’s specific objectives. Thus, tailorthg SMI to the organisation’s environment
and not the other way around may be a way of amgidinsuccessful outcomes. Finally,
cultural factors need to be considered carefullyerviplanning future interventions and a
clear motivating goal may need to be designed idegthe SMI process (Elo, et al., 2008).

However, if the environment and the conditions ardetermining factor behind successful
implementation of SMIs, then why do the primarydeinterventions have limited or no
affect on reducing stress in the workplace (vanKlawk, et al., 2001). The review of the
literature offers some suggestions why this mayth#e case. For example, managers may
often be reluctant to enter into such an undertakine to the amount of resource required
and the level of disruption to employees. Succéssfuplementation requires full
management support and has significant impact enmtole organisation (van der Hek &
Plomp, 1997; Bunn, et al., 2007; Hampel, et alQ7)0In addition, implementing such a
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change, (bearing in mind change causes uncertamdyoften stress), requires full support
from employees and other stakeholders involved.kfiéa & Nikolaou, 2005; Kohler &
Munz, 2006; Coffey, et al., 2009; Appelbaum, et 2007). Individual perception and coping
skills may also be necessary to ensure that thageharocess (in this case, the SMI) is
successful (van der Klink, et al., 2001). Eduaai@émd equipping employees with the skills
to deal with stress are very much similar to théisskequired to deal with change; skills that
are often taught in secondary level interventicdDace those skills have been taught and
adopted it requires a supportive culture with jobntcol and job design to ensure sustainable
use of the acquired skills (Le Fevre, et al., 2008hat Le Fevre et al. (2006) suggest is that
there is great benefit in implementing individuat@ised, secondary, approaches prior to the
implementing an intervention at the organisatideaél. Holeman, et al., (2007) produced the
only paper that demonstrated the combined effeftgolo redesign interventions and
employee well-being interventions. The intervensigmoduced multiple improvements in job
characteristics (i.e. job control, skill utilisatioparticipation, and feedback). Participative job
redesigns allowed the organisation to achieve pialthanges in job characteristics and off-
site educational sessions produced improvementsniployee well-being - a successful
combination of the two interventions.

Consistent with prior research and the analysishefstudies above, it appears as though
secondary interventions are the most effective flamHek & Plomp, 1997; van der Klink, et
al.,2001; Le Fevre, 2001) and in general employ#®eseceive greater benefit from such
interventions as cognitive-behavioural theory amgicg strategies (Bunn, et al., 2007,
Hampel, et al., 2007; van der Hek & Plomp, 199# dar Klink, et al.,2001). Some studies
however, have not had such success with the implttien of interventions that have been
successful in others. This was mentioned by varKtlaek, et al. (2001) in their observation
of evaluative studies and appeared again in a cwrent review (Bilfilco et al., 2007). It is
consistent with the idea that it is not the SMittisadeemed to be effective or ineffective but
more importantly the way it is implemented and vieetor not the environment has been
evaluated properly to highlight the need for tlyiset of intervention. A combination of both
secondary and primary interventions may help tolumta the organisation’s current
environment as well as address the needs of tliddodls (Elo, et al., 2008; Le Fevre et al.,
2006).

Elo, et al. (2008) conducted a primary stress mamagt intervention with the intention of
positively increasing employee wellbeing througlmges in the organisational environment.
The results showed statistically significant resuft all the measures that were organisation
wide (clarity of work goals, information flow, worklimate, and supervisor support).
Interestingly there were no significant benefitshat individual level. An organisational SMI
may improve the work climate and encourage effeciemmunication, but the effects on
individual well-being may be limited. In fact, imis case, work-ability decreased in the
participants of the experimental group, (Elo, et2008). This again suggests that combining
both primary and secondary interventions may beeneffective in decreasing stress. Le
Fevre (et al., 2006:547) suggest that “secondampyrogehes be employed prior to the
introduction of primary methodologies within a citerganisation”.

Difficulty of measurement of SMI effectiveness Heaaunted this area of research and each
review, including this one, still finds only smathprovements in clarity and accuracy of
outcome measures (van der Hek & Plomp, 1997; vankéiek, et al., 2001). Extensive
variation on outcome measures, a relatively low anckliable presence of control groups
and sound follow ups, and significant differencesaAeen organisations and studies makes it
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very difficult to determine which type of intervésmt may be most effective. Although there
has been a significant increase in methodologicalynd studies, the results from the above
review still produce inconsistent results thatdiffcult to compare (i.e. expensive trials with
low success rates, cognitive behavioural theorreslyring great results in some and not
others, long duration of SMI with some good regulissight into the conditions surrounding
the SMI may ensure a greater ability to make at¢euctamparisons (van der Klink, et al.,
2001).

Conclusion

As a result of this review, and the reviews coneddh the past (De Frank and Cooper, 1987,
van der Hek & Plomp in 1997; van der Klink 2001 pfipears that secondary interventions
have the greatest record of successfully redudmay lévels of stress in the workplace.
According to Le Fevre et al., (2006) the correctictures must be in place to support any
secondary level interventions if the desire iseuge stress reduction in the long-term. This
was supported in one paper that implemented batbnskiary and primary level interventions
(Holeman, 2009); they reached their desired ohjestand were able to maintain the desired
results for a significant amount of time. AccordityElo et al., (2008) organisation wide
interventions may improve communication and worknate but do little to improve the
well-being of individuals. Cognitive training (inddual specific) would enable employees to
better deal with the changes caused by organisatida interventions. Organisation wide
interventions may help to ensure the longevityhef $econdary SMIs so long as they are in
combination with well-fitted secondary organisat{&to et al., 2008).

Once the interventions had been implemented, howewevas often difficult to ensure
continued practice of the education and exerci$&é&® majority of studies did not have
significant follow-up periods. According to Hampet al., (2008) time was the most
significant factor to ensure a successful outcopwd. Q1 in Experimental group x time).
Thus, here lies a gap for future research. If thece of stress is identified as the relationship
between the individual and the environment theelguroth need to be addressed in order to
see long-term, effective change? Time as a factosticcess implies the need for a culture
change to the organisation to ensure a sustaiaablesupportive environment for any current
and future SMIs (Elo et al., 2008). Further reskanto combining both secondary and
primary level interventions is recommended and &lsw this can be done cost effectively
and with the support of the employees. Holemar. gf2009) in particular had success with a
bottom-up intervention incorporating the staff ahdir ideas into the change process. It is
recommended, therefore, that future studies lookingthe effectiveness of SMis use
organisation-specific goals to assess whether aiSkl be deemed successful or not. Each
organisation has specific risks and issues thalt mat respond to a “blanket-approach”
solution for reducing stress levels. In short, angvement towards reducing stress for
employees and encouraging active and support wackptultures is a “worthwhile goal for
employers, employees, and researchers alike” (BekR& Cooper, 1987).
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Appendix 1. Table 1.
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Chronicle: February 2010 — May 2010

February 2010

Signals of more proposed changes to employmensléigin became apparent in
February. Both th®ominion Post and thePress reported that the Government was
considering a ‘revamp’ of personal grievance legish. These proposed changes
would also see a control of ‘frivolous claims’ andes to control advocates who were
‘seen to be ramping up claims against employekéinister of Labour the Hon Kate
Wilkinson stated that she had an ‘open mind’ on nkeessity for change but she
announced the release of a discussion documena aqpestionnaire to survey what
changes, if any, were required. Prime MinistemJiiby also become involved in the
discussion and stated that the Government “shamddfern from many quarters
about the fairness and consistency of personavamiee claims”. It was claimed that
employers were forced to pay out to ‘no win no feelvocates and that some
frivolous claims were clogging the system. Wilkinsdid concede that industrial
relations law was generally working well, and dat need radical change. Combined
Trade Union (CTU) President Helen Kelly noted ttis no win no fee advocates
tended to operate amongst non-unionised workerstlatdthe CTU was not too
concerned about moves to regulate them. Howeterdgl express concern over a
Government who viewed procedural fairness and abjustice as an impediment
when an employee was dismissed and added thagithedies that were won through
personal grievances were too low. Business NZ ahetutive Phil O'Reilly said that
for many years, New Zealand businesses had conepldine personal grievance
system was too bureaucratic and there was too namphasis on form over
substance.

A later Independent Financial Review article quoted Wilkinson as saying that she had
anecdotal evidence that the law might not be warkidew Zealand Law Society
(NZLS) Employment Committee convenor Michael Qugzgd that the NZLS would
support a system that allowed meritorious persgrialance claims, but discouraged
frivolous ones saying that "[w]e do not want a eystclogged by frivolous claims
made by speculative individuals, or groups, justlgom '‘go-away' money." Business
New Zealand chief executive Phil O'Reilly even miad that frivolous claims
discouraged companies from hiring new employeepea@ally those who were
unskilled or unqualified. He was quoted as sayimag t[w]hat we need to be careful
about is that we don't exclude people from the ¥avde unnecessarily because of
fears that if things go wrong they're going to get ambulance-chasing lawyer or
representative after them.”

In a timely article on employment disputes takenthe ERA theDominion Post

provided a summary of the numbers of cases takere 007. In 2007, 295 claims
were taken to the ERA, 62 per cent were successiill,an average payout of $5998.
In 2008, there were 328 claims, with 58 per cenhdeuccessful with an average
payout of $5063. In 2009, there were 363 claimspédi7 cent were successful and
received an average payout of $5116. The figuresvetl in fact that although there

119



New Zealand Journal of Employment Relations 35@:130

was an increase in cases, the success rate wasirdygnd the average payout was
less, contradicting the claims made by employeresgntatives that there has been a
steady increase in the level of personal grievgpagouts issued by the ERA to
employees.

The Waikato Times also reported on the trends in ERA cases and nibiadthe
figures, along with other factors, indicated tHare were likely to be changes to the
way personal grievance cases were administeredebgRA for a number of reasons.
Firstly, Prime Minister John Key, in a speech t® t@ombined Trade Unions
conference, noted the potential for abuse and ycastture of personal grievance
processes. He indicated that the Minister of Lalveould be looking at the personal
grievance processes. Secondly, employers may wellalble to recover losses
attributable to poor performance from employeese Huticle cited a case as an
example where an employee who was found to be tifirgirdy dismissed was
awarded over $5,000. On appeal, the EmploymenttGound that he employee had
been responsible for shoddy work that cost the eyapla considerable amount of
money to rectify and ordered the employee to pag,¥0 in compensation.
However, the article did note that while employeften complained about the
perceived imbalance in favour of employees, théissizs from a survey (refer to
Dominion Post article above) showed that the ERA ruled in favoiemployees 66
per cent of the time. Also recent case law suggestat the Employment Court was
taking a more pragmatic approach and that minacqatoral errors did not necessarily
undermine an otherwise justifiable dismissal.

The Sunday Star Times published an article claiming that employer growasited the
90 day probation rule (which originally applied pest small businesses) to be
extended to all businesses employing more thane2ops. The reasoning behind
this was that it would stimulate job growth and tbasthe country's economic
recovery. According to the press release, fromrapleyer’s point of view, the ability
to hire staff on a trial basis without risk of argenal grievance had proved very
successful. Employers and Manufacturers Associatiblorthern) employment
relations manager David Lowe claimed that: “...[th@ltperiod] is something that
has eased the mind of employers. This just givesitthe confidence and the ability
to get on with their business and hire people wifrery may not have hired at all.”
The Minister of Labour the Hon Kate Wilkinson s#idt there were no current plans
to extend the legislation but the government waklingi to look at anything that
encouraged business to give people a chance toeeuicdVilkinson said that
anecdotally she had heard good things and that hysteria surrounding its
introduction was unfounded.

The usual procession decisions of the EmploymefdtRas Authority (ERA) during
February were reported. The most noteworthy bdmgcdase of the former CEO of
the Tainui administrative body who claimed that was unjustifiably dismissed.
Reports on this case received extensive coverate Waikato Times over February.
The NZ Herald also reported on the case of the ANZ bank whidk @ complaint to
the Employment Relations Authority (ERA) regardioge of its former employees
who fled to Australia after authorising a numberoser inflated mortgages. The
fraud cost the bank over $3.5m and the ERA fourd the employee had breached
his duty to apply bank credit risk policy in 18nsactions and fined him $54,000.
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The dispute between Ministry of Justice Court staftl their employer continued on
through the month of February. Provincial papegorted the frustration that Court
users were experiencing because of the disrupfam.example, th&uthland Times

said that a trial had to be delayed. Tieson Mail reported on chaos in the local
Court as 144 cases were affected by a one day uiatiyoNelson Court staff. When
news of the strike was announced there was an angbyrst in the public gallery of
the Court which in turn prompted calls from theffsfar increased security at the
court to deal with frustrated defendants and supp®in the event of future walkouts

Once again Air NZ was in the news regarding acomsst from company
management and unions that the Police were makimgubstantiated and ill-
considered’ claims about a drink-drive culture agsinstaff. TheDominion Post
reported that according to Police at least sevanNgw Zealand staff had been
convicted of drink-driving since 2007. At leastatwf the employees were caught
driving to work with an excess blood alcohol readinin particular for one pilot it
was the fourth time he had been caught drink dgivin aNZ Herald article internal
Police memos revealed concerns over an Air Newafehtulture that “... accepts
alcohol consumption, prior to working, as accemabAir NZ CEO responded in a
letter to the Police claiming that the claims wenesubstantiated and ill-considered’
and criticised the ‘loose language’ of the Police.

March 2010

A Dominion Post editorial argued that ‘both employers and emplsyweuld benefit
from a regime that attached more weight to the tamoe of dismissals and less to
legal technicalities’. The current system creatdegal minefield for employers who
want to dismiss an employee. A case where an eraplayas dismissed for stealing
from his employer but was subsequently found tamjestifiably dismissed because
the employer had not followed a proper processuwsasl as an example. In its ruling
the Employment Court ordered the employer to pad,(10 lost wages and $7,000
costs. While the editorial did concede that theesadso poor employers, it welcomed
the proposed review by the Minister of Labour af grersonal grievance provisions of
the Employment Relations Act.

A further Dominion Post article reported that unions and the Governmenievat
‘loggerheads’ over the review. CTU president Helkaily stated that she was also
concerned about potential changes to the definitibrjustified dismissal' and the
option of reducing the importance of bosses folt@yicorrect processes when
dismissing workers. Kelly was quoted as saying there were some ... pretty nasty
proposals for consideration...” The Minister of bab the Hon Kate Wilkinson
insisted that she was “...open-minded about itahtto really see what comes out of
this discussion, and we’ll take it from there.” dwess New Zealand CEO Phil
O'Reilly said that employers regularly complainedoat the weight given to
procedures compared to the substance of compl&latsaid that while natural justice
mattered, the relative weight given to process wwdmmt caused the trouble for
employers. Labour party employment relations spoleesTrevor Mallard questioned
the need for the review saying that there was mbe@ce that the present system was
not working.
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The debate about the proposed changes continuddarghout March. Helen Kelly
of the CTU wrote @ominion Post comment starting with the example of ‘Andrea’
who was a night manager at a hotel in charge dafi member who inadvertently
went into a room where a guest was asleep. Thitaes attempt at dismissal by her
employer was avoided by the requirement for theleyep to follow a fair and proper
process and to listen to her version of eventse dificle surmised that without these
protections in place an unscrupulous employer wdidde dismissed her instantly.
Once again statistics were used to show how theerusystem was working. Only
2500 cases went to the ERA on average with a timouséthese reaching the first
stage investigative meeting. These figures werepawed to the estimated 800,000
workers who change jobs every year. Arguably therage compensation paid to
works at around $2,800 was dismal given the economnd reputational
consequences of a dismissal. In a counter to thes@ment view that payouts for
personal grievances are made to make the workeawgry, Ms Kelly stated that
payments are made before personal grievances tesbalzause both parties are being
pragmatic. In many cases the employee has beerdreafairly and the employer
has often breached their rights. She once agaifirem@d that unions had no problem
with the regulation of the ‘no win no fee’ advocateho typically do not work for
unions and are often insufficiently trained to rabout a settlement. In conclusion,
she argued that unions would not pursue a persgnalance case purely for
monetary reasons where the employee clearly doehawe solid evidence. She
added that fellow workers often resented theirdradion representing workers who
clearly were poor performers. As noted previouglglly’s argued that the current
system is working well and that instead of trying reform the system, New
Zealanders should be concerned about the Goverismantes to reduce the rights
that workers enjoyed for decades.

Left wing commentator Chris Trotter added his vievan commentary written for the
Independent Financial Review in which he condemned the short sightedness of the
proposed changes. Trotter questioned why the Gowemh seemed to be
implementing its ‘employer driven agenda incremiyiteather than with a ‘king hit’
Employment Contracts Act type response. The ardoleied that Government policy
was short sighted and had forgotten the crucia tisht universal personal grievance
mediation played ‘in bedding in the Employment Caats Act and making it work’.
Trotter argued that the universal availability efgonal grievance mediation played a
vital role in the ‘de-unionisation of the New Zemdaworkforce’. Trotter stated that
the rationale for de-unionising New Zealand wad thdividualistic, self-confident
workers did not need to join a union as the disputesolution and mediation
procedures outlined in the Employment Contracts &ud strengthened under the
Employment Relations Act, 2000, gave employersrangt incentive to act fairly
towards their employees. Moreover, such proceddeesed the unions horror stories
which were needed to maintain and strengthen thembership. Viewed objectively,
Trotter claimed that the employers’ demands to weake legislative guarantees of
personal grievance mediation appeared to be stihtieg. He said that it was
‘deeply troubling that 20 years after the passagth® Employment Contracts Act’
that Business NZ could claim that the eliminatidnmnat few protections were left
for workers would lead to an improvement in ecormiperformance. It suggested
that the business community had learned nothingn fithe experience of the
Employment Contracts Act and that there was a gwatlin the business community
who were willing to ‘deprive their fellow citizensf their rights’ for personal gain.
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The article concluded that while short term gaiosld perhaps be made by adopting
a regime where workers ‘toil harder for less’, aterted, continuous, downward
pressure on wages was not going to achieve theofjpalrity with Australia by 2025.

The dispute between the Ministry of Justice andricataff continued with the
Employment Court ruling that pay negotiations sdaelsume after they stalled in late
2009. The latest industrial action resulted affsivalking off the job for 23 hours.
Public Service Association (PSA) general secreRichard Wagstaff said that the
action stemmed from the Ministry's failure to resumegotiations after the court
ruling.

The Waikato Times reported on a series of planned strikes at Waiké#tspitals
involving radiographers and attendants. The radioigers belonging to the
Association of Professional and Executive Employ@gsex) planned to strike for
twelve hours. The Waikato District Health Boardaakeceived notice from Unite
Incorporated that its hospital attendants wouldketfor 24 hours. According to
District Health Boards New Zealand (DHBNZ) spokespa Phil Cammish, it is
estimated the Association of Professional and Bxexz&Employees pay claims would
increase the DHBNZ's wage and salary bills for théiographers by 15 per cent per
annum.

The Nelson Mail reported on a nationwide strike by community supmarkers in
IHC homes. The community support workers (who ndiyrskept over as part of their
job) began a staggered series of strikes. Theicgeand Food Workers Union had
been negotiating on behalf of it members for ar2geat pay increase with IHC since
October 2009. The IHC management countered offeitda 12-month pay freeze.
A Union spokesperson said that the staff suppodedulnerable section of the
community and “deserved to be valued for the vdliaork that they're doing”. The
IHC's general manager of human resources, DavidriBinstated that: “[w]e simply
can't afford to do what the union is asking”.

Once again there was a raft of cases from the Bmpat Relations Authority during
March. The more noteworthy ones included two caspsrted in an article in the
Waikato Times that focussed on the change of law surroundingl@®gtrial periods
introduced in 2009. The first involved a Napier Bd&anager who had a one month
trial period. The terms of the probationary petliocluded a chance to respond to any
concerns voiced by her employer about her perfoomamd her employment would
not be terminated unless she was advised of amyregfimprovements to be made in
her performance a week prior to the review. Shelates contacted by telephone and
informed that she was dismissed. The ERA found that calculation of the
probationary period started when she commencedagment and found that she was
dismissed outside of her probationary period aedefiore her employer did not meet
the obligation under the employment agreement. ERA concluded that the
employee was unjustifiably dismissed and was awhlolst wages and compensation.
In a fairly similar fact case an office worker walso dismissed effective immediately
by her employer without any reason given and onatmmto her employment. The
ERA found that regardless of a trial period beimglace, employers were not exempt
from the duty of good faith and should provide ampiyee with an opportunity to be
heard when dismissal was contemplated. In this, ¢heeemployer failed to do so and
the employee's claim was upheld.
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ThePressran an article on the case of a highly regardeds@ihurch firefighter, who
claimed he was dismissed because of his historynefital illness. The former
firefighter claimed to the ERA that he was unjuabfy dismissed by the NZ Fire
Service in 2008 after an investigation showed heé hat disclosed his history of
depression and post-traumatic stress disorderpsa-aelection form. The ERA found
that the NZ Fire Service was entitled to screennfi@ntal illness and to dismiss an
employee who misled it. The man joined the seruic2003 and was an exemplary
employee but in 2008 his supervisor became conddha he was a suicide risk and
spoke to police, who visited the man at home. Hevicwed them they should not
intervene, but he later made an attempt on hisalifd required hospital treatment.
Subsequent reports requested by the Fire Servimeesha history of mental illness
and the failure to declare his previous healthassuhen he was recruited. The man
argued that the questions breached the Human RAgittprohibition on employers
discriminating against candidates with mental tmegltoblems but the Fire Service
said it used its questionnaire not to discriminaig, to assess whether a candidate's
condition was consistent with them safely carrying all parts of the job. The ERA
accepted that mental health was an important ceraidn in whether a person can
properly and safely perform the role of firefighter

The Herald on Sunday, the Nelson Mail and thePress reported on the Marlborough
labour hire company that paid vineyard workersitile las $2 an hour lost a legal
battle over unpaid wages. The Department of Labmk a case against New Zealand
Vines Ltd to the Employment Relations Authority wawarded them back pay. It
was the second time in seven months that the coyrpach been caught paying wages
below the legal minimum rate. The manager of thmmany claimed that most cases
were down to misunderstandings and that some oétmgloyees had complained to
the Department of Labour before he had a changayothem. He claimed that the
workers were not fast enough to earn the equivabérthe minimum wage. The
Department of Labour had experienced ongoing problenith the company
managers who had failed to keep proper employmesurds and to abide by New
Zealand employment law. Marlborough wine growerm®kesperson said that his
organisation was fighting to get rid of rogue opers

April 2010

The Nelson Mail reported that the Employment Relations (Workeesr& Ballot for
Strikes) Amendment Bill passed its first readingd amas sent to the industrial
relations select committee for public submissidftse private member's bill drafted
by National MP Tau Henare was supported by the uabpposition with MP Trevor
Mallard sating that Labour had no problems withatause it largely reflected current
practice.

The decision by the ERA to intervene in the disfpgeveen the IHC and its support
workers was reported by tiNelson Mail, the Manawatu Standard and theDominion
Post. The ERA granted an application by the Servicg Bood Workers Union that
would allow it to make a non-binding decision o timatters involved in the pay
dispute which had lead to five weeks of industiction.
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Some regional papers namely tNerthern Advocate and theMarlborough Express
reported on the withdrawal of threatened strikéoadby radiographers. The removal
of the threat did cause logistical problems as gl been implemented to manage
the disruption which left hospital officials strdgmy to return to normal operating
capacity.

The education sector, which had been relativelyequvas back in the media with a
threat that teachers would strike within a monithe threatened strike, (reported in
the Dominion Post) was in reaction to the Minister of Education then Ann Tolley
who insisted that Post Primary Teachers Associatimmands must reflect the
economic climate. The Association voted to pushafdrper cent rise in the upcoming
employment negations with the Ministry of Educatidfs Tolley, the Minister of
Education, claimed that every 1 per cent increasepfimary, secondary and early
childhood teachers would cost taxpayers an ext@anfilion a year.

In a noticeable trend a number of articles in thedia relating to employment are
written by leading employment lawyers using case tia illustrate a particular issue.
The following articles illustrated the trend. Suddarnsby-Geluk from Kensington
Swan (voted the best dressed lawyer in 2008) wantarticle in theDominion Post
about what to wear at work stating that as comgameve further away from the
traditional white collar/blue collar moulds, workear was becoming increasingly
contentious. The point was illustrated by the dhs¢ went before the ERA about a
shop assistant in a fashion store who was toldearwnakeup. The ERA found that
the requirement to wear makeup was not in the eyeple employment agreement
therefore the employer had no right to insist ste¢ wore it. The article concluded
that if a dress code is necessary on health aretysgfounds then it may still be
justifiable even though it is potentially discrimiory. A case in point would be
hygiene reasons which would require staff in a féaxtory to be clean shaven could
be justifiable even though such a rule arguablgrdignates against certain religious
groups. Andrew Scott-Howman an employment law sistiat Luke, Cunningham
and Clere wrote an article in tli@ominion Post on employee absenteeism through
sickness and argued that a contract of employnmehiilpts an employer from taking
disciplinary action as a result of being frustratieat the employee is unable to work
due to illness. Instead an employer must accomreottet employee’s illness and
incapacity to work and can only terminate the reteghip for reasons of ‘frustration’
when he or she can (in the words of the Arbitrattmurt) “freely cry halt”. The case
of the Air NZ flight attendant who was addicted garty pills and eventually was
dismissed was cited as an example. In this ca&sertiployee’s recovery plan went on
for two years before Air NZ finally dismissed hddowman said that the case
operated as an indication to employers of the needdulge medically incapacitated
employees prior to reaching a decision to dismiss.

The subject of bullying in the workplace is stilbabject of newspaper reporting. The
Dominion Post published extracts on a report of a joint uniugrsesearch team on
bullying in the workplace. The team from the Umsiges of Auckland, Waikato,
Massey and London surveyed more than 1700 workera the health, education,
hospitality and travel sectors. One of the findingas that at least one in five New
Zealand workers had at one stage suffered from plack bullying. The highest
incidence occurred in the education and healthosgcand the hospitality industry.
The types of bullying included managers harassimpleyees, workers harassing
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colleagues and even employees intimidating themagars. It was estimated that the
cost of bullying including absenteeism, high staffnover, lower staff satisfaction
and investigation bullying claims was ‘a billionidw problem’. The findings of the
survey were questioned by David Lowe of the Empisyand Manufacturers
Association (Northern). Citing one of the self sgpguestions whether respondents
felt they were being bullied either ‘several tineeweek’ or ‘almost daily’ yielded the
far smaller figure of 3.9 per cent. Lowe claimeattivhat people would normally
describe as bullying and two negative acts in tbekplace are not one and the same.
He argued that the definition of ‘bullying’ used the survey was too wide. The
Department of Labour which commissioned the suraegepted the findings and
intends to develop resources for employers and, stabssist workplaces to manage
bullying issues as they arose.

The exploitation of foreign workers by a ‘minorigf employers’ was raised in a
Southland Times article. The report quoted a Citizens Advice Bur¢@AB) worker
who said that Queenstown was the main culprit waithincrease in employment
related problems being recorded. A previous &tieported that the CAB had urged
foreign workers to make sure they signed employmeoritracts, after several
complaints a day were being received from disgeahtorkers. The CAB had seen a
number of mainly foreign workers, who had been twdemployers in the hospitality
industry that they were not entitled to holiday fmeecause they had not worked for a
year. A young Chilean man had informed that Newlateh public holidays did not
apply to foreign workers’ pay rates.

In yet another article on workplace stress a médigpert was quoted as saying that
the onset of workplace stress was like twilightyeu can’'t see it coming, or identify
at what point it happened - but when evening faltsy know it'. Lawyer Susan
Hornsby-Geluk wrote that most employers would gitegto describe workplace
stress, and may not be able to recognise it uitéit he damage has been done. It was
a ‘massive issue requiring lots of sensitivity’. @wandmark cases which cost
employers hundreds of thousands of dollars weedrita) the police photographer
who suffered post-traumatic stress disorder aftieing crime scene photographs; and
(b) the probation officer who suffered stress duthe high volume of his work stress
was related to volume of work. Business New Zeadtanmdhnger of employer relations
and policy, Paul Mackay, stated that subsequentiaymip awareness about stress
meant that there had been no other significant @sveor work related stress claims.
He went on to say that there was awareness thestssitiself is not the problem, but
‘the harm caused by stress’. The article wentioosay that for many staff, overwork
became an issue during a recession and quoteckat le8A survey of almost 2000
public servants that revealed that 40 per cenha$e¢ surveyed were working at least
an additional three unpaid hours per week. Almast of those surveyed felt their
workload was negatively affecting their family liée other responsibilities. Some of
the reasons given for this increased workload ohetuloss of experienced staff,
unfilled vacancies, slow staff replacement and laifk administrative support.
Employment lawyer Barbara Buckett said the crutaator in Personal Grievances
taken by employees for stress is the way the stafhber is managed and the attitude
of the employer. She said that people under pedoo® regimes could raise the bully
or stress card added that there were “ways of ifigsithat out” with a medical
opinion. Her view was that a lot of employers thithlat people use stress when it is
not genuine and it made it much worse if an emplamied that the employee was
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under stress which could be devastating. At tick & the day, Ms Hornsby-Geluk
said a stress claim came down to was the damagsedeable and caused by the
employer?

May 2010

The Daily Post reported on a speech in Parliament by the locahb of Parliament
for the Waiariki electorate Te Ururoa Flavell. the speech during the first reading of
the Employment Relations (Rest Breaks and Meal i&je@mendment Bill he
claimed that one element of the Bill could creat&eal, big, enduring problem for
New Zealand industrial relations.” The Bill hackthrovision where the duration of
rest and meal breaks should be agreed betweemtphyer and the employee. If
this does not occur then a stalemate would enbus,dreating a significant on-going
problem. However despite that misgiving the Mdairty gave support to the Bill at
its first reading. Flavell did indicate a concéhat young workers in particular who
were not covered by a collective agreement inclyditose in the hospitality sector,
hotels and food outlets would be affected.

The stakes were raised in the education sectorhith teacher unions, Post Primary
Teachers Association and NZEI, threatening indaistiction over their latest pay
claims. Two separate items in theminion Post identified the issues. The first item
in the paper stated that the Post Primary TeacAssociation, (PPTA) which
represented 18,000 secondary teachers, was plastnikg action in support of their 4
per cent pay rise. The Government responded thatrélgquest was unrealistic.
However, the PPTA spokesperson stated that theyahatbar mandate from the
teachers to take industrial action and indicatext teachers were prepared for the
long haul and reiterated that the last long runréngtract negotiations in 2001/02
included strike action and lasted for 16 months.

At the same time the primary school teacher's utii@nNZEI which covers 27,000
primary school teachers was to presents its clainnshe Government. NZEI
Negotiations leader Frances Guy said that teackiers keen to avoid strike action
striking was an option if the government playedrthdall’. The union was still
finalising its claim, a figure of 2 per cent pay svdiscussed at stop work meetings.
The response from the Ministry of Education wag tha claim was unrealistic and
that teachers like other state servants must adhaptthey are subject to the same
constraints as other state servants.

In anotherDominion Post article, the NZEI lodged a claim before the ERAeothe
refusal of the Ministry of Education to introduce agreed pay model. The Ministry
claimed that the model was introduced on a trigisdoand more work was required
before it was implemented. The model was to enthat 7000 of 27,000 primary
teachers with a teaching diploma, rather than aedegvere entitled to higher pay
scales. If the legal action was successful it vilealyl that the top pay scale for a
teacher with a diploma would rise from $54,000 ®6$800. The Ministry of
Education claimed that evaluation had shown thatose sophisticated system was
required and claimed that it was made clear toNEE&| that if the trial was not
successful further implementation would not go a@hea
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The usual reporting of decisions by the ERA broughtthe more sensational and
newsworthy cases. Thderald on Sunday and theSunday News reported on the
‘Shakespearean tragedy’ that had become ‘high fafter a Christian high school in
Kerikeri dismissed a teacher for using a ‘moraléfikihg’ King Lear text in class.
The teacher had used a modern text of the playhnhie failed to check with school
officials who found it embarrassing, corrupting andrally defiling. The ERA while
expressing sympathy for the teacher was forcegtmld the dismissal. Yet another
personal grievance issue involving an Air NZ empleyvas reported. ThNZ Herald
reported on an Air NZ flight attendant who was dssed, for mistakenly sending a
‘highly derogatory and offensive’ about a managethe man himself. The man was
dismissed for serious misconduct and appealed ¢oEfRA on the basis that the
dismissal was harsh and failed to consider his tlergf time working for the
company. Although the contents of the email wereregealed the ERA described
them as vitriolic and deliberately constructed ® diffensive. The employee was
seeking urgent reinstatement but the ERA ruled ithaas not appropriate the ERA
reserved the case for a later substantive hearing.

In anotherNZ Herald article prominent business communication compaigyv§
New Zealand was ordered by the ERA to pay a fordeputy managing director
nearly $350,000 after it made her redundant. Thenavo had been employed by
Ogilvy and its predecessors since 1993 but wasitoldlly 2008 by the managing
director Greg Partington that he had appointedva eieputy managing director. She
was offered a seat on the Ogilvy board if she gelished her job title but some days
later she was told through her lawyer that she hewer been deputy managing
director, and the offer of a directorship was withwin. The ERA found that the
woman’s employment agreement had been seriouslacbesl by a unilateral
variation, unreasonably terminating the consultafwocess, and the claim that she
never did the deputy's job, despite her havingdithe role for more than three years.

Employment in the viticulture industry featured #gan the media. The
Marlborough Express reported on a vineyard contractor New Zealand yang
Estates Limited who was ordered to pay compensatidour employees because of
maltreatment. The ERA did not accept the claim thay were full time employees
rather than casual but found they had been disaéalyed in their employment as they
were not treated fairly and in good faith. The wargkwere told they were no longer
employed as their work performance was not a gaothe other casuals but had not
been previously informed of the concerns over tipeiformance. Moreover, they
were not told how they could have either improveeirt performance to the standard
expected and/or at least not have been left withouinderstanding as to why work
was no longer to be offered to them. In a ld#ariborough Express article the
chairman of the New Zealand Winegrowers Associatiamed that ‘the good apples
will squeeze out the bad in the labour contractiagne’ but the union representing
vineyard workers said that it was the bad employére have the upper hand. The
dispute highlighted the wider issue of the emplogtd illegal workers in which the
Central Amalgamated Workers Union Marlborough orggnSteve MacManus stated
that while practices had been tidied up there \géliea number of unscrupulous sub-
contractors who employed only illegal migrant labddie added that good contractors
were being undercut and could not complete withs¢hnon-compliant employers
who paid illegal migrant workers very little (if atl).
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The NZ Herald and theDominion Post reported on a simmering dispute amongst the
country’s firefighters and the Fire Service withveel senior officers facing
disciplinary action for refusing to follow orderseay the storage of fire appliances in
fire stations. The officers claimed the diesel femgosed a health risk. The
Professional Firefighters Union said they had bserking for years to get extractor
systems to deal with diesel fumes inside fire stesti There was an agreement with
the Fire Service under which the extractor systettide installed but the union was
upset at local area managers taking disciplinatjorac Fire Service employment
relations manager Larry Cocker said the measures taken after some firefighters
refused to take the vehicles inside even afteagreement was reached. He said that
the Fire Service had done everything it could t@ntkee concerns of the union over a
health risk and considered it a minimal risk.

In yet another dispute th@ominion Post reported that firefighters were defying a new
operation procedure that restricted the respondeeofippliances to buildings with
sprinkler systems. The Fire Service was reportethet implementing disciplinary
procedures for employees who failed to follow thidess. Professional Firefighters
Union vice-president Peter Hallett claimed that thézarre’ new policy was
endangering lives. Fire Service assistant nationaimander Bill Butzbach said 26
officers, had been spoken to about breaking thesrulthough opposition had begun
to quieten down.

The NZ Herald printed a number of articles about the case ofnamigrant from
South Africa who was offered a job with a $55,0@0as/ but was asked by her
employer to pay her own taxes and wages in ordetéayp legally in New Zealand.
The allegation was made before the Employment Colitte woman claimed the
arrangement was in order to deceive Immigratioiciaffs into thinking that she was
being employed at $55,000, as an associate consultach was the minimum salary
for her to meet skilled migration requirements. Taeruitment company claimed that
the allegations were false and that the woman hdidkhowledge and was in
agreement of the arrangement between them. The sp@sked a wider debate on
immigrants who entered these scam agreements \miogers to pay their own
taxes and wages in order to obtain New Zealand geent residence. The illegal
scheme even had its own name PYO (pay your ownpl&mment advocates and the
National Distribution Union claimed that the praetiwas rampant and had been
going on for years, with possibly hundreds gaimegjdence by paying their own way
to meet immigration requirements for skilled migrsat Some suggested the practice
was kept quiet because much of the arrangementsirredc within migrant
communities. The woman who sparked the originatlimattention lost her case
before the ERA and was forced to return to SoutiicAf

The long running issue which involved Air Nelson maying replacement workers
during a strike by its employees reached its zewith a decision by the Supreme
Court. The Court stated that Air Nelson acted withhe law to bring in the
replacement workers. Engineering, Printing and Macturing Union secretary
Andrew Little said the decision was significantiat the ruling was the last place the
argument could go and secondly the decision wag e@nfusing and it was hard to
discern what it would mean in practice. The appedhe Supreme Court centred on
several sections of the Employment Relations Atetrided to prevent employers from
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using strike-breaking techniques, such as engagaorgractors or new employees
during industrial action.

Counsel for Air Nelson, Christopher Toogood QCgdsék strike-breaking provisions
did not apply in instances where striking and nwoikiag workers routinely carried
out similar tasks. The Supreme Court said the agmpr@adopted by the Employment
Court, that the contract engineers had not beefoneing the work of striking
employees but had been performing their own wosds worrect.
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