Chapter 2

Work Design, Anxiety and Depression, Call centre.

I ntroduction

Since 1960, work has evolved dramatically (Oldhatackman, and Pearce, 1976).
Numerous factors have contributed to this evolutite tremendous development of
technologies, the elevation of general educatiorele changes in the values and
expectations of the workforce, workplace diversitiie radical transformation of

organisational structures, the globalisation of #wenomy, etc (Karasek, Theirry and
Stanback, 1981). The nature and character of wavk lchanged significantly. In the last
century, the work that people undertook within thrganisations typically involved

direct, hands-on experience of objects of work Wweetdigging potatoes on the farm,
assembling product in the factory or selling garteeio a customer in a shop. The
process of work basically involved face-to-face aggment with other human beings
such as colleagues, customers or supporters. Fary npeople those are now
characteristics of work in the past (Callagham @ahdmpson, 2001). The work which
people now undertake is increasingly ‘virtual’ ceterised not by direct interaction with
the objects of work but by indirect contact mediaby computers and the new forms of

telecommunication.

As a result work life is undergoing major changed ao are many organisations. These
changes in the world of work affect many aspectthefpsychological relation between
people and work (Eason, 1987) and what about ttteriathat gives meaning to work?
Have they changed as well? According, to Baume{dt@86) there are four factors that
give meaning to work and they include: purpose ofk\(the need to find the purpose of
one’s life), self-efficacy and control (the need feel in control and efficient), self-
justification (the need to feel that one’s acti@me moral), and self worth (the need to

feel esteemed and valued).



Szilagyi, Keller and Sims (1976) also describesdimensions which are important in
describing or giving meaning to work, these inctudriety- the degree to which a job
requires employees to perform a wide range of d¢jp&sin their work and/or the degree
to which employees must use a variety of equipraadtprocedures in their work.
Autonomy- the extent to which employees have a major sascheduling their work,
selecting the equipment which they will use andidleg on the procedures to be
followed.

Task identity- the extent to which employees do an entire orlevpaece of work and can
clearly identify the result of their efforts.

Feedback- the degree to which employees receive informatsnthey work which
reveals how well they are performing on the job.

Dealing with others- the degree to which the job requires employeesetd with other
people to complete the work.

Friendship Opportunities- the degree to which a job allows the employeetaiio with
one another on the job and to establish informiaticmships with other employees at

work.

In occupational medicine, it is recognised that dhganisation of work has numerous
effects on the physical and mental health. W&®B{) even qualified the effects of work
as being like a vitamin or stimuli for the psychgittal well-being of people, meaning
that the effects of work are essential for the theafl employees. In his study it was found
that indeed the characteristics of employment (nmgarequirements of work, the degree
of autonomy and the social support) are connecte¢de psychological well-being of the

employees.

Many researchers argue that both the design of Wery, having job control) and
individual characteristics (e.g., negative affetgivcontribute to people’s mental health
and work performance (e.g., Cooper and Marshalr,61%Hurrell and Murphy, 1992;
Katz and Kahn, 1978; Quick, Quick, Nelson, and Eilyrd997).



A call centre is a centralised office used for fhepose of receiving and transmitting a
large volume of requests by telephone and theyaackear example of a new form of

work. Call centres clearly illustrate these emeggivork practices, where technology is
seen as presaging high organisational control @fptiice and structure of work and thus
excluding people from meaningful human relationshgt work (Eason, 1987). Call

centres have rapidly increased in number over dieten to fifteen years. From being
relatively rare, they are now present in almostrgveconomic sector (Datamonitor,

1998).

Call centres are now a significant part of the glaxonomy. The growth in call centres
is attributable to the benefits they offer orgaties. Call centres can reduce the cost of
existing functions, they can improve customer senfacilities and they can also offer
new avenues of revenue generation (e.g. exploitngtomer data-bases for direct

selling).

Despite these benefits, call centres have beenllddbas “electronic sweatshops”,
“electronic panopticians” and the “dark sataniclsndf the twenty-first century” (Fernie
and Metcalf, 1997; Garson, 1998). These gloomy quanements were often based on
the perception that work in call centres was bgrimgnotonous, demanding and stressful
— but it must be stated that these perceptiona@rbased on the results of any empirical
research. In order to address this, a series diegtuvere undertaken to examine the
extent and causes of employee stress in call s=(dérg. Holman, 2002, 2003; Holman et
al., 2002; Holman and Wall; 2002; Holman and Wo2d02; Totterdell, Chissick and
Holman, 2002). Whilst it was noted that most of ttedl centre research focused on
stress, performance, job satisfaction and high ¢wer in call centres (e.g. Datamonitor,
1998; Deloitte Touche Consulting Group, 1999; KenRiurcell and Hutchinson, 2000),
no study was found on the work design and its imlato employee anxiety and
depression levels.



The purpose of this study is to enhance an undwfistg of the work design of call
centres and how it relates to the psychologicall-beihg (mainly the anxiety and
depression) of the employees by examining two wiffe call centres, one inbound and
one outbound. Hence it is important to begin tesearch report by taking a closer look
at the research evidence regarding work desigralbfcentres followed by research on
anxiety and depression levels in call centres. Yewe of literature on these topics

follows in the next sections.

Thework design of call centres

The term ‘work design’ refers to the main charastms of a particular job (Hackman
and Oldman, 1995). Advances in technology resutthanges to working methods and
patterns basically how work are designed. Thesecampounded by the need to be
competitive in a global economy. Particular changes seen in many developing
countries, which are attempting to compete with iti@re sophisticated and advanced
nations. Employees in such countries may find fiiadilt to adapt to the new working

regimes.

Thus workstations need to be designed to fit foe tbcal people, ergonomics,
engineering in the context. The need for adjusthaghines to the working conditions of
the local people is particularly acute in the cotreonditions of rapid technology
transfer. This should be reflected in work re-desagnd ergonomic workstation design.

Thus the following section focuses on exploringdlesign of call centre work.

Performance monitoring is one of the most promirat pervasive characteristics of all
call centre practices (Holman, 2002). It has aldaeted attention due to its perceived
effects on employee psychological well-being. It cantres, performance monitoring is
achieved in two main ways. Firstly, through “eledic” call monitoring systems, from
which information on a customer service represen@at (CSR’s) activity enables
supervisors (or others) to examine, for examplejnaliividual's average call time, the
time spent taking calls and the number of callemakSecondly, through “traditional”
monitoring systems, in which supervisors listen oty to a CSR’s calls, with or

without the person’s knowledge.



Electronic and traditional monitoring systems shéwe main characteristics, namely
“content” and “purpose”. The “content” of perfornta@ monitoring covers the more
“objective” properties of the monitoring process. imcludes: frequency (e.g. is it
continuous or episodic, its regularity); feedbaelg( how data is fed back, how often it is
fed back); performance criteria (e.g. qualitatigeantitative, clarity); and, target (e.g.

which task is monitored).

The “purpose” of performance monitoring covers tise to which the performance data
is put e.g. is the data used for punitive purpodesglopmental purposes or to inform
reward and payment decisions? A third factor, “rtammg cognitions”, covers employee
perceptions of monitoring and includes perceptioh#s fairness, its intensity and the
degree of trust that a CSR has in the system. &fethintensity has been highlighted as
particularly important with regard to employee gsylogical well-being (Stanton, 2000).

There are arguments both for and against monitoAnguments in favour of monitoring
propose that employees benefit as the feedbackdam\enables employees to develop
new skills (Grant and Higgins, 1989), which in tinglps the CSR to cope better with job
demands (Aiello and Svec, 1993; Stanton, 2000).

Arguments against monitoring suggest that it isinstcally threatening to employees
because the information gained may affect empldyemsiuneration or co-worker

relationships (Smith, 1990). Monitoring is also simered as a demand in itself (Smith
and Sprigg, 1999). The threat of monitoring and itiereased demand are thought to

negatively affect employee well-being.

Both arguments have found support. On the one Hahdratory and field studies have
reported that monitored employees (or participaats) generally found to have higher
levels of stress and dissatisfaction than non-roeat employees (Aiello and Kolb,

1995; Smith, 1990). On the other hand, in one ef féw studies conducted in a call
centre, Chalykoff and Kochan (1989) discovered thatperformance-related content of
the monitoring system (i.e. immediacy of feedbdbk, use of constructive feedback and

the clarity of the rating criteria) was positiveBlated to satisfaction with the monitoring



system, which in turn was related to job satistactiThus, while being monitored is
more stressful than not being monitored, therétle kvidence to indicate exactly what it

is about being monitored that makes it so much raessful than not being monitored.

The strongest evidence indicates that feedbackhasr positive effects on well-being.
Holman (2002) assessed whether the CSR felt mamitevas too intense and increased
the pressure they felt. The relationship of thesgors was analysed with regard to three
measures of stress, namely, anxiety, depressia@hearotional exhaustion (i.e. feeling
emotionally drained or used up). Results revediatl the performance-related content of
performance monitoring was negatively associateth wepression. Additionally, the
beneficial purpose of monitoring was negativelyoassted with depression, anxiety, and
emotional exhaustion. The perceived intensity efonitoring system was found to be
positively associated with anxiety, depression, eamdtional exhaustion. In addition, this
analysis revealed that the perceived intensity afitoring had a much stronger effect on

stress than the other two performance monitoriregatdteristics.

What is interesting about these findings is that/teupport both the arguments for and
against performance monitoring. They show that,leviperformance monitoring can

reduce stress if it is conducted in a developmentahner and if based on regular
feedback and clear criteria, these positive effeets be wiped out if monitoring is

perceived to be too intense. Indeed, excessivetororg may, over the long term, make
employees more depressed, less enthusiastic aedh@wopposite effect of that intended.
This particular study will be testing the effecathfeedback has on the employee’s

anxiety and depression levels.

The growth of electronic monitoring at work (e.@llCcentres) has been tied to increased
pressure for organisations to improve productivityit labour costs, secure company
secrets and improve customer service. Traditiondits provide delayed measures of
behaviour and performance, but electronic monitprallows constant regulation of
employee activity. Electronic means can provideupesvisor with immediate covert
observation of employees, providing insight into pboyee behaviours that are

unavailable to supervisors who are physically prese



The core process is that customer calls are fegtitjrto waiting “agents” who talk the
customer through a series of structured computebdaes so that information or action
can be taken or given with immediacy. A rapidly axging number of organisations are
front-ending their delivery chain with a “directtrgcture, enabling them to do business
over the phone and offer immediate services inuéire and uniform way. This replaces
face-to-face, local, or research report-based acims and frequently stimulates new
markets (Taylor and Bain, 1999).

The agents’ schedule, availability and activity amenitored by the IT system. Each
agent has a specified target relating to talk tivm&p up, abandon rates and queue time
that they must adhere to. On the service side,tagae regularly monitored by their
supervisors and customer satisfaction surveys atadweither six-monthly or annually.
In these centres, all agents have individual targieat they are constantly required to

meet in addition to the other efficiency targets.

The use of technological features such as Autonitimber Identification (ANI) and
Dialled Number Identification System (DNIS) in caléntres permits the practice of
advanced database marketing. That is, when a@aks in to a business they can route it
automatically to a customer database that will tifiethe customer’s purchase history,
current needs, inventory levels and other unigéermmation that would be invaluable in
building relationships. Telecommunications techggland computer technology can
work effectively together (Taylor and Bain, 1998he approach to selling the product or
service is then embedded in the larger strategpudtiing and maintaining customer
relationships. Also, Automatic Call Distributor (AF technology now is sufficiently

advanced that businesses can manipulate when anthealemand will be met.

Electronic surveillance or monitoring as an intérantrol can have positive or negative
effects on employees depending on how it is usdtbxible control systems can threaten
individual employees and cut productivity by makwgrk too rigid. But if electronic
surveillance gives employees information to imprpeeformance as well as remove bias
from evaluating work, it may also enhance efficen®Vhen electronic monitoring
includes feedback and training, the impact on egg#e may be much more positive

than if the system were used only for internal oanor as a way to punish. From a



manager’s perspective, monitoring is a rational &glcal function of performance
management, to make sure that agents reach thetddhgt get set for them, and then re-
evaluating targets, noting the training that isdesk Interlinked, these technologies make
it possible to routinise, monitor and control penfi@ance in far-reaching ways (Kidwell
and Kidwell, 1996).

In the context of the efficiency model, significaesearch has focused on computerised
monitoring and control systems (Kidwell and KidwelB96). For example, in a work
unit where computer monitoring was used, there weaele-offs that emphasised
production quantity over reduced customer servicity (Kidwell and Kidwell, 1996).

In relating monitoring to productivity, stress asdtisfaction, researchers found that
monitored employees perceived higher stress levadslower levels of satisfaction, but
increased productivity, more accurate performamssessment and greater organisational
control (Kidwell and Kidwell, 1996).

Measuring and monitoring are also seen as a solivefexperimental laboratory to
constantly modify dialogue scripts, which will baid in the live environment. As
currently characterised, the job of the agent isbéothe voice of the organisation,
interfacing with the client or customer. The orgation rehearses the things it wants said
and feeds them through the agent (referred torgsting). Thus it becomes obvious that
managers need to listen into calls, not just fecigiinary reasons, but for quality reasons

as well.

Call centre agents are the front-end of businesdedd, as far as the customers are
concerned they are the business. Whatever imageustemers have of the agents is
probably pieced together from experiences of dgahith the call handlers. Customers
have no other way of knowing who the agents really All they have to go on is the
evidence of their own senses, and the impressianl¢aves. That is why all those brief
encounters between the customers and the staffftere called moments of truth. Like it
or not, the call handlers are the most empowereglpan the company. On every call,

they are making or unmaking the business.



Managers are aware that customers want to feethbgtare talking to the right person,
which usually means wanting to speak to someone iwlable to respond adaptively to
their particular wants and concerns, and who tréegms as individuals. Thus the use of
scripting in call centres provides a degree of mganzent control, and consistency, which
employers have over their call agents. Howeveryeat research into customers'
preferences has confirmed what might have beerestespanyway - that word-for-word

scripting is a turn-off for them. Today's customars well used to buying products and
services by phone. They can tell when the call land working to a script, because of
the forced formality and limited opportunity fortémaction. They can hear the difficulty

the call handler has in responding to requiremérds have not been anticipated in the

script and customers do not like that.

Scripts are also unpopular with call handlers,ewactly the same reasons that they are
unpopular with the customers. Scripts leave laportunity for people to be adaptive or
flexible in their responses, or to express thein @ersonality. As a result, people tend to
abandon the script at the earliest opportunity, dipdinto a freestyle approach. Out goes
consistency and quality control. The customers alolike scripts. The call handlers do
not like them, and tend to subvert them when theay. @hat leaves only management
rooting for them - reluctant to surrender contelen though they know in their hearts

that it does not work.

Scripting can be associated with emotional lab@ustomer-employee interaction can
affect employee well-being. The strongest evidenocmes from work on emotional
labour, the regulation and expression of emotionexthange for a wage (Mitial
Research, 2001). Central to theories of emotioalabur is the idea that organisations
implicitly or explicitly specify what and how emotis should be expressed (Raffaeli and
Sutton, 1990; Sutton, 1991). An employee can actismpmotional labour by surface
acting or deep acting (Mitial Research, 2001). &efacting involves displaying the
required emotions but there is little attempt tel fethose emotions. For example, an
employee may “smile down the phone”. Deep actinglwves trying to feel and display
the required emotions by, for example, re-apprgisite situation so that its emotional
impact is lessened.



The key concept for this study, however, is thatwiotional dissonance, which occurs
when there is a discrepancy between what the eraptogxpresses and what he or she
feels. Emotional dissonance has been consistesslycated with negative consequences
for employees, including emotional exhaustion amaelr job satisfaction (Zapf, Vogt,
Seifert, Mertini and Isic, 1999). However, it isalear how often employees experience
dissonance and how often it occurs in the formakirfg as opposed to suppressing

positive feelings.

However, a central and inescapable problem witrsthigting and codifying approach is
that it neglects the organic nature of human comaation and interaction (Cameron,
2000), and more than anything else, the inhereptadhictability of call volumes. The
production line nature of call centres tends taitlimdividual initiative and produces a
lacklustre approach to taking responsibility. Ttes be frustrating both for the customer
and the employee. Employees need to feel in confrtieir work and be encouraged to
take greater responsibility for their decisionsttea than rigidly following computer-
prompted structures, employees should feel theyiragharge of the call and lead the

customer through the relationship in a natural @m/ersational manner.

Seen in this light, the call centre enacts the-pergpheral model (Pollert, 1991) where a
large group operates through roles, rules andtsci@md someone else does the thinking

and controlling.

Although meaning and impact contribute to the oldeeling of job satisfaction the
most significant relationship is with self-deteraiion. Self-determination, or the belief
that one has autonomy or control over how one waskaot part of the role of a CSA.
The organisational structure, climate, culture pnatesses seem to limit perceptions of
self-determination. The use of performance momtyrreliance on quantitative statistics
and the ensuing negative questioning combine tat@icnanagement practices. Although
an indirect relationship was found, previous resdeauggests that these factors tend to
have a major influence on mental and physical healt



The issues arising from organisational emphasikeaping the call time down and the
CSA’s desire to serve the customer well have alrda®en mentioned. Studies have
shown that this type of role conflict may resulimeduction in job satisfaction; increases
in anxiety levels and may affect physical healtiiagicevich and Matteson, 1980;
DiTecco, 1994). Relative to this point are two gigant findings. One, that the CSA’s
experience less satisfaction with personal relatigpgs as the role becomes more
stressful. Second, the CSA’s are more likely teetdays off sick the less satisfied they
are with personal relationships. Lack of contros Heeen particularly associated with
reductions in psychological and physical well-beargl a decrease in sickness, absence
and turnover rates. (lvancevich and Matteson, 1B8Dgcco, 1994).

These tensions, though, were not simply confinedhto employment strategies, and
Hutchinson, Purcell and Kinnie (2000) found evidertbat the combination of tight
controls and high quality standards leads to eng@syexperiencing tensions and
contradictions when carrying out their jobs. Thésoaound that the high-commitment
practices were used to “ameliorate a tightly cdlgdowork environment” and to “offset
the worst features of call centre working” rathbart as a human resource system
designed to enable individuals to work most effesti.

The measurement philosophy is based on the redisriothat only what gets measured
gets done — which ignores the many crucial thirgghd measurement. To be measured
by call handling levels ignores the reality thadindual team leaders and agents cannot
control the level of calls at any particular tinfdne normative responsibility is to ensure
maximum coverage, although this is frequently ingids.

The control model is heavily remedial, sadly reifleg the status quo of many call
centres. It is rooted in standard measurement, toramy, correction and short-term
targeting. Painted in this light, the call centende characterised as an intensification
project. Routines are specific and detailed rotes@stricted. Agent time is utilised to the
maximum in pursuit of the call coverage and achieset of shifting goals. When each
action is prescribed, there is no ambiguity lefd alittle room for imagination,
appropriation and development. When all proceseegaamalised, there is no space or

“slack” in the system. When call service levels e bottom line, even allocated time of



the phones for meetings, training and coachinghdeu constant threat and erosion. Yet

organisational slack is more than just space foas, it is space for learning.

Organisational learning is not a goal in itselft laukey factor in sustainability. The
fundamental principle of learning is the abilityitentify, build and retain organisational
knowledge. So how does the call centre meet thimisability challenge? For most call
centres, the predominant operating mode is ratactive than projective. For agents,
learning is constructed at the level of the roytiearning new routines, scripts, system
changes, unlearning the old, and becoming accohgalisn meeting the changing
numerical and behavioural targets. What is the réutéor an organisation that

programmes its employees not to think?

Most work psychologists maintain that both the gesf work (e.g., having job control)
and individual characteristics (e.g., negative @ffgty) contribute to people’s mental
health and work performance (e.g., Cooper and Mdilish976; Hurrell and Murphy,
1992; Katz and Kahn, 1978; Quick, Quick, Nelsord Eurrell, 1997).

According Terry and Jimmieson (1999) call centeekla lot of variety and autonomy.
The lack of variety refers to the degree to whicjola does not require employees to
perform a wide range of operations in their workhe lack of autonomy refers to the
extent to which employees have no say in schedtitieiy work, selecting the equipment
which they will use and deciding on the procedur@sbe followed (Hackman and

Lawler, 1971).

Terry (1990) states that call centres are usuakbpeated with highly repetitive working
conditions and that this, can be damaging in a rmurabways especially psychologically
and physiologically. One major symptom experienlogaall centre agents is boredom.
Call agents begin to find their job unchallengingl &oring and therefore begin not to
give their entire active attention to their workdathis, in turn can increase the risk of
poor quality work. Additionally, repetitive workak the tendency to increase risks of

exposure to mental strain.



Holman and Wood (2002) argue that only 23% of calitres in their study reported to
have a lot or a great deal of job variety, whil8it?6 there is little or no job variety over
daily work tasks. A further 32% have little or nabjvariety and low job control over

daily work tasks but shows to have a moderategh bontrol over customer interaction.

According to Batt and Moyinihan (2002), variety aall centre work comes from
answering different call types, although the actifierences may be small. The level of
problem-solving demand is not high in call centaesl when problems arise there is a

general expectation that these calls should bedthad to supervisors.

Research demonstrates those employees with low#aisky report poorer mental health
(i.e. greater stress, greater anxiety) and thoske wgher job control report greater job
satisfaction and better mental health (Terry antnleson, 1999).

Research consistently shows that this work org#oisavariable is associated with
occupational health and productivity (e.g., Temg dimmieson, 1999). Autonomy is the
amount of day-to-day freedom that an organisatiomamber has to make decisions on

the job and is an analogue of authority (Dill, 1985

Hackman and Oldham (1975) show that autonomy (alatigother core job dimensions
like task significance and feedback) promotes pasitmotivation, performance,
satisfaction, absenteeism and turnover outcomesnbtaBosma, Hemingway, Brunner,
and Stansfeld (1997) found that certain strategidsch require high levels of control,
produce better results with low rather than higbbaamy. In a similar vein, Terry and
Jimmieson, (1999) also showed that these strategedetter with centralisation (low
autonomy), while strategies, which need innovatod customer orientation, are more

effective in decentralised (highly autonomous) eatd.

In support to the following, Stone and Porter (1,9542-43) suggest that autonomy is, a
human need, in a sense similar to this in Masldqd@54) hierarchy of needs. According
to Nielson and Pedersen (2003) study, giving ftor@-employees more decision-making
autonomy has found to help the competitivenesshef firms and to create a more

supportive and stimulating environment.



Call centres have lower levels of autonomy sincenagament approves solutions,
provides direction, and maintains control over wrelated issues. Call centre agents
identify primarily with their individual work and esondly with the management.
However it is still the management who retains m@ndver system maintenance, team
member selection, and reward allocation. Call eentigents are given separate

assignments and recognised for individual contranst

Job control is defined, herein, as a perceivedtglid exert some influence over one’s
work environment in order to make it more rewardangd less threatening (Ganster,
1989). Theories of occupational health and perfoicadave hypothesised that providing
people control over their work serves to improventak health, job satisfaction, and
performance [e.g., the job characteristics modelckmhan and Lawler, 1971), the socio-
technical systems approach (e.g., Emery and Tr@80), action theory (Frese and Zapf,
1994; Hacker, Skell, and Straub, 1968), and the atels-control model (Karasek,
1979)]. In line with these theories of work conti@hd employee health, Terry and
Jimmieson (1999, p. 131) noted, in their reseattcht there appears to be “consistent
evidence” that high levels of worker control aresasated with low levels of stress-
related outcomes, including anxiety, psychologidadktress, burnout, irritability,
psychosomatic health complaints, and alcohol copsiom In addition, Marmot, Bosma,
Hemingway, Brunner, and Stansfeld, (1997) showeat tbw levels of job control
longitudinally predict new reports of coronary hedisease among London-based civil
servants. Furthermore, Bond and Bunce (2001) showsithg a longitudinal, quasi-
experimental design, that a work reorganisatioerugntion could improve people’s
mental health, absenteeism levels, and self-ragrtbqmance by increasing their job

control.

Previous research on employee stress in other typesganisations has identified job
control, job demands, and social support as siganti predictors of employee stress
(Karasek and Theorell, 1990). As such, factors femunh of these three domains were
measured. The degree of job control was assesseetaguring “timing control” (i.e. the
extent to which CSR's have control over the timohgheir work) and “method control”

(i.e. the extent to which a CSR has control overrttethods they use and how they speak



to a customer). These measures were consideradgueras call centre work had been
criticised for limiting CSR choice over when to ¢a& call, when to do particular tasks,
how to do a task and how to speak to a customexddiition, the breadth of a CSR’s role
was assessed, as call centre work was often thdadlack variety. In the call centre
studied, a CSR'’s job also involved resolving custbmueries and other problems, and
required that the individual concentrates on whst@mers say and what is inputted into
the system. These job demands were assessed byrmgdproblem-solving demand”
(i.e. the level and extent of the problem-solvingalienge at work) and “attention
demand” (i.e. the extent to which a CSR must cotmaenon and attend to the work task)
(Holman, 2003).

The results revealed that method control had agtpositive association with stress (i.e.
high anxiety and depression, and low intrinsic artlinsic job satisfaction). Engagement
in a wide variety of tasks also had a positive eisgéimn with intrinsic job satisfaction.

These results are in line with earlier job desigsearch (Parker and Wall, 1998) and,
although fairly unsurprising, confirm such relasbips in call centre setting. However,
timing control only exhibited a weak positive rédaiship with employee stress. This
suggests that, while control over the timing of 'sngork is important in a call centre

environments, other types of control are relativelgre important with regard to stress.
In other words, the level of control that CSR'séaver how they talk to customers and
how they do a work task is more important thanlével of control that CSR's have over

the timing of their work (Holman, 2003).

The practical implications of this study with redao well-being are quite evident. Job
control should be maximised and practices thattbtriimit what a CSR can say to a
customer, such as excessive call scripting, shbeldesisted. A further advantage of
increasing job autonomy is that CSR's will haveatge control over the emotions they
can display. This may reduce the dissonance betwbgplayed and experienced
emotions, which in turn may lead to better employes-being. Jobs should also be
organised so that they provide a challenging enmrent and one in which the CSR has a

variety of tasks to do.



Holdsworth and Cartwright (2003) argue that comg@axe traditional office employees
the CSA’s feel that their work activity is moredily to conflict with their value system,
they experience less freedom and autonomy andrdikely to believe they are making a
difference to the organisation. The sense of betantp a profession, combined with the
autonomy of the job helps to manage the anxietiesbedonging and separation
(Holdsworth and Cartwright, 2003).

Variety in work offers employees with different k&i Employees in such companies
become multi-skilled because of the variety of sapkrformed and the complexity of
their jobs.

There is a suggestion from psychological litergtthheugh no strong evidence, that too
little work pressure could also bring problems ofdzlom and lack of fulfilment at work
(Warr, 1990).

Skill variety is the extent to which a range offeliént activities is involved in a job.
Skills variety is consistently found to be positiveelated to welfare (Oldham, Hackman,
Pearce, 1976). These factors account for parhefrole of skills in generating greater
enthusiasm. Another reason why more skilled workssociated with greater enthusiasm
is that employees in skilled jobs are less likalyeport that their skills are being under
utilised. It is important, in fact, for employeesXills to be well matched to their jobs’
requirements. Those with under utilised skills f@gpmately one in three employees)
experience more boredom and depression, less ¢omet) and less satisfaction than
those who do not have under utilised skills. Thia icommon finding in many studies of
well-being that has been confirmed here. Howeves,researcher has also shown here,
for the first time, that those whose skills have kept up with job requirements (about
one in six employees) also experience greater dsjm® more anxiety and less
satisfaction than those in matched job (Oldham ke and Pearce, 1976).

Further interesting findings were the relationshig$ween job demand and well-being,
which tended to be non-significant or not in thedicted direction. Thus, although
attention demand had the predicted positive associawith anxiety, it had an

unexpected positive association with intrinsic gdtisfaction. This indicates that, in a



call centre, although the requirement to pay constention to one’s work may cause
feelings of worry and anxiety (e.g. about makingnistake), actively attending to and

meeting a customer’s needs may also prove satgsfyin

According to the study by Holdsworth and Cartwri¢P®03) call centres need to design
more complex empowerment interventions by providiiegision-making autonomy to
assist self-determination, offering training andvelepment to boost feelings of
competence and by creating a supportive organigdticulture and climate. In addition
advantages may be gained by designing jobs thaheeamingful to employees, allowing
employees to have an impact on their work througilolvement in decision making and

providing open, two-way communication.

However, in the process of creating the conditiémrs autonomy and delegation of
authority, organisations often create fear in erygds; first, because managers have
difficulty in giving up control, and second, becausf employees’ fears of autonomous
working. Autonomous work does not offer the pratactfrom anxiety that dependency
offers. Autonomous work actually increases anxietyich increases the desire to look to
the bureaucratic structure or leader to providegmtan. Thus a vicious circle is set up,
in which the leader or manager feels the need toaathoritatively or even in an
authoritarian manner, leading to more fear and wieégecy (Ingham, Kreitman, Miller,
Sashidharan, and Surtees, 1987).

Social support may refer to friendship at work, appnity to form relationships with co-

worker. Hackman and Lawler (1971) define socigpsut as the degree to which a job
allows the employees to talk with one another oa jbb and to establish informal

relationships with other employees at work. Theoanance of social support in an
organisational setting lies in its advantages peaiple with great social support tend to
be less affected by psychological iliness.

The literature on social support that has accuradlaver the past two decades suggests
that social support can have a direct impact orclpsipgical well-being (e.g. Billings
and Moos, 1984; Houlinhan, 2000). It has also Heend that social support can buffer
the negative effects of stress (e.g. Cohen andsWiB85; Shamir, 1986) although such



positive effects have not been identified in sortfeostudies (e.g. Kahn and Byosiere,
1992; Parkes, 1991).

A large amount of knowledge regarding social suppomes from occupational stress
literature. In this field, several models are pregum to explain the influence of social
support on psychological well-being. One of the mwsll known models is that of

Cohen and Wills (1985), where the main and modeydtuffer) effects of social support

are discussed. The main effect hypothesis indiddi@ssupport is always positive and
therefore will always have a beneficial effect omalh. On the other hand, the
moderating effect hypothesis upholds that suppéiécts health only under stress
situations. As observed previously, with the exiceptof the demand-control-support
model studies (Karasek and Theorell, 1990), theatgre part of studies in the

organisational area focuses on the direct effestipport, while there is considerably less

research concerning the moderating effect.

One of the first studies on the influence of sosigbport on work was run by LaRocco,
House, and French (1980) who pointed out those @repk that feel supported show
better psychological well-being, higher job sattian and better performance.
Furthermore, it has been found unanimously, thapstt is positively related to job

satisfaction (Fenlason and Beehr, 1990; ThomasGamdter, 1995).

Shire (1998), states that call centre work tendshtwve low degrees of task
interdependence, as a result work is individualised fewer interactions with other call
centre agents are needed to ensure service delaldngugh co-employees may interact

to offer social support and to help each otheml@aore about the job.

Although much has been said about the positivecesffef social support, little attention
has also been paid to the possible adverse conssgpi@ssociated with the receipt of
social support (e.g. Derlega, 1987; Coyne and Dgispr1986). For instance, the work of
Fisher and Nadler (1982) on why individuals are ilinyg to seek help suggests that
receipt of help can induce a sense of dependencgela®y, Shumaker and Brownell
(1984) proposed that social support might weakerr¢ipient's sense of confidence and

ability to deal effectively with the problems one®mown. Likewise, Shinn, Lehmann and



Wong (1984) believed that the receipt of suppodhhgenerate a sense of obligation in
the recipient to make effort to pay back the helpich would add stress to the already
stressed individuals. These claims and possiblgrategative effects associated with the
receipt of social support have not yet received hmemmpirical attention. More recently,

the extent of social support that individuals exgreze has been argued to be an

important moderator of adverse effects on welf&tar(n, Lehmann, and Wong, 1984).

Social support for a worker is likely to be asstemiawith whether the individual works in
a supportive team. Lack of team support is a pddicproblem in those jobs where
especially hard work is required, that is, jobs akhinvolve high tension, exhaustion,

high speeds and so on (Shumaker and Brownell 1984).

A further practical implication is that the monitog system should involve frequent and
positive feedback and be based on clear performantsgia. Moreover, performance
monitoring should be recognised by CSR’s as bearggf a system that aims to develop
skills and performance and be designed so thatdtasely linked to other support and
development practices such as performance apprasdl coaching. By linking
monitoring to these practices, the likelihood of nioring being accepted, and its
positive impact on well-being, should increase.daithat team leaders are integral to the
performance monitoring and appraisal process, ¢l o invest in the training of team
leaders is paramount as CSR’s are often promotedhi® role from within the
organisation. This often means that new team |saaler placed in a situation in which
they have to deal with sensitive issues (such asgjifeedback on performance) under
demanding conditions, yet are relatively inexperezhand ill equipped to cope with such
tasks.

Every effort should also be made to reduce thegmian that monitoring is intense. It is
possible that the perception of intensity is linkedhe number and type of performance
measures used. Lowering the number and changingypieeof performance measures
may reduce the perception that every aspect of vi@lmrais monitored and it might
decrease the monitoring system’s pervasivenessight be argued, however, that any
reduction in the number of criteria may adversefiec the effectiveness of the

performance appraisal process. In response, itbeaargued that feelings of intensity



may result in the performance appraisal criteriendpelevalued; and criteria need to be
valued if they are to be of use. Thus, removing-essential performance criteria should

reduce intensity and improve the performance apararocess.

It is the contention of this research report thatemded outcomes of call centre
organisation, particularly the key characteristitsoutinisation, performance monitoring
and intense control, could also invoke unexpeat@ihtended outcomes. As intensified
work environments, call centres induce environneatad psychological stress. The
evidence from fieldwork suggests that the largemtt pf the stress is endured and
absorbed by the front line. For all the maximisati@fficiency, predictability and

motivation that can be possible, there is alsarigleand frequent evidence of resistance,
disengagement, low motivation, system inflexibiktyd depression. The question of how
call centre employees deal with stress is an inapbrbne, particularly in view of

evidence that a build-up of stress leads to illnedsenteeism and turnover (Fernie,
1998). The two illnesses that the researcher peatiy focused on in this study are

depression and anxiety, which will be discussetthénfollowing section.

Anxiety

Before discussing the outcomes of the study isiful to clarify the terminology that is
being used. Gallard, (1993) argues that the warkstis used constantly in connection
with emotional states; it appears almost as oftediscussions of anxiety as does the
word "anxiety’ itself. The expression seems to be employed imraber of different
ways, usually without a specific explanation of tieer’s intent. This usage has resulted
in a fair amount of confusion and suggests thattiseeno consensus on its meaning. But
the word is so well implanted in the scientificefiasture on emotion that it cannot be

ignored.



Stress was viewed as a generic or collective terohescribe a pressure or strain’ (Carr,
1994) on an individual and may be of a physicalpgonal, mental or spiritual origin.
Anxiety, however, is a specific response to thigspure or strain antis a feeling of
impending dooms and is associated with apprehen@arr, 1994, p.139).

Thus anxiety is viewed as a psychological manifesiaof stress. From a psychoanalytic
perspective, anxiety is the major concept assatiatieh feelings of tension and being
under threat or in a danger situation (stressaditsd. term depression is used to describe
the phenomena experienced as a state of helplssaftes'disastet has occurred (Carr,
1994). In this study stress was being investigated psychological disorder manifested

as anxiety and depression.

Anxiety is an emotion that underpins much of huradhaviour in organisations. It is a
response to what is as yet unknown in oneself ereéhvironment (Rycroft, 1968).
Anxiety is experienced as undesirable and ways daeised to avoid it being
overwhelming. Overwhelming anxiety is experienced séress. How individuals and
organisations manage anxiety is a crucial parthefdapacity of the employee to enter

and become a member of the organisational group.

When people enter the workplace, they do not I¢hee emotions behind. Yet the over-
riding assumption in organisations is that they onrthe basis of objective data and in a
logical mode. However, emotions do influence howpbe work (Kets de Vries, 1991).
Anxiety is an emotion that underpins much behaviouorganisations. There are three

levels of anxiety that one experiences (ObholzerRRoberts, 1994).

The tasks people do generate anxiety; the engmeerdesigns a bridge has a job which
if badly done could result in carnage. The fastfagsistant who fails to follow hygiene
regulations courts an epidemic of food poisoning.

The second level of anxiety derives from persoisbhies. Each person brings a specific
history in relation to elements of the work sitoati experience of authority figures, of
success and failure, of competition and rivalrybeing valued/undervalued and so on.

Any situation that triggers these may re-activhtefeelings associated with a past event.



The third level of anxiety comes from a more priv@tlevel that is not just dependent on
individual’'s particular past, however is univergaéixperienced. This primary anxiety

comes with psychological separation from the mofigarre and discovery that we are
individuals. The baby realises that it is separhtd, still helpless and dependent, and
experiences anxiety as the caregiver goes awagdieaily. This is anxiety about one’s

very survival (Klein, 1959). Many situations at \oevoke these primitive feelings;

keeping one’s sense of identity when conformityeiguired, seeking to be included and
accepted by the organisation, competition with Peérr success and rewards,
relationships with authority figures, are exampéthis.

At work there is great scope for anxiety; doing kvorvolves risk of failing at the task
and psychological failure to get one’s worth redegd or to find a secure place in the
organisation. In times of major change these aiegdhcrease as uncertainty increases

and the survival of the organisation itself appelarsatened.

Anxiety levels vary between situations and indialiu However, anxiety is acted out in
the organisation. Most people are not consciouthist Indeed, if anxiety constantly
broke through, no engineer would design a bridge ramone would ever get fast food.
Some tactics may become so rigid that they evdgtget in the way of the task: the

maintenance of these defences distances one femténded task (Menzies, 1960).

Anxiety at work arises on everyone’s part; profesals worry that their own credibility
will be undermined if things go wrong (a professiboan be struck off if someone they

supervise does inadequate work).

The sense of belonging to a profession, combined thie autonomy of the job helps to
manage the anxieties of belonging and separatian.avoid the anxiety becoming
overwhelming, it is defended against in a variefyways. The individual employs
personal strategies such as denial or represgading to more serious illnesses such as

depression.



There are numerous issues concerning anxiety, wieele generated a fair amount of
argument in theoretical literature and remain aorersial. Two of these issues which
are briefly discussed are bad and good level anxikts the optimal level of anxiety.
The optimal level of anxiety is a controversialitowith different theorists conceiving of
different levels as optimal. The most familiar retpoint is that high anxiety is

understood to be related with healthier behaviour.

Depression

According to Coyne (1986) the term depression Gaadurces of confusion as it refers to
a mood state, a set of symptoms and a clinical reyne. Different viewpoints of
depression from advocators of psychoanalytic, dognibehavioural, interpersonal and
social paradigms generally presuppose that nornggredsed mood and clinical
depression form two opposite ends of continuume ddre symptoms of depression can
be categorised into emotional, cognitive and plajs{eegetative) aspects (Coyne and
DelLongis, 1986; Strome, 1999).

Emotional symptoms experienced by depressed ingisdinclude: sadness, loneliness,
misery, dejection, hopelessness, anxiousness amability.  While cognitively
depressed people view themselves, they're futurenpials and their situations in
negative and pessimistic terms. Loss, defeat,ivmn, failure, self-criticism for
shortcomings intellectually, socially and aestrahc blame for these shortcomings and
others at large, as well indecision describe cognaspects. Guilt and self- approach are
therefore fundamental features of cognitive depoessas well as suicide ideation
(Brown, Chorpita and Barlow, 1998). Vegetativelgpdessed individuals display
psychomotor retardation, decreased appetite andeakssd libidinal desires, sleep
disorder and chronic tiredness. In addition certaiters incorporate motivational and

interpersonal aspects as part of depressed catitel(Becker, 1974).

Depression takes an enormous toll on business,ibatbmbers of people affected and
costs to organisations. (Shoor, 1994). Depressianifests at work in several areas: low
morale, decreased productivity, lack of co-opergtiaccidents, absenteeism, increased

fatigue, health complaints, and alcohol and drugsel{fRamsey, 1995). This disease robs



thousands of people of their will and capabilitywtork and costs employers billions of
dollars in sick leave, medical expenses, in additio counselling, medications and
production losses (Breuer, 1995). The sheer precalef depression has never been the
issue. Employee assistance programme professiokslegpression as one of the top five
problems reported by employees (Anderson, 1993)fortimately, depression is

becoming increasingly common.

Depression is defined as a spell of two or morek&ed sadness and four out of eight
other conditions. These include loss or gain ofe#ipy sleeping disorders, fatigue,

slowing of body movements or thoughts, feeling Wiags, loss of pleasure in something
usually enjoyed, difficulty concentrating, and sda& thoughts, desires, or attempts
(Johnson and Indvik, 1997). Ironically, most depesspeople do not recognise at first
that they are depressed. By the time depressedgegd reach the company’s employee
assistance programme (EAP), they are usually irsiderable mental pain (Breuer,

1995).

It is pretty common for people to pass off dep@ssis having “the blues” or just being
“a bit down in the dumps”. Unfortunately, the resoil that is many people end up not
getting treated because they think, “this is terapgr “it is just the blues”, or “I can pull
myself out of it” (Pagano, 1995, p.142).

Everyone has felt blue at one time or another. Tdgsal-opportunity illness is so
common, in fact, that depression is often refetoeds the common cold of mental health
(Ramsey, 1995). Depression is not unlike a virusictv can lurk undetected until one
finally notices its secondary symptoms and themtsréhe symptoms instead of the
underlying causes. Two trends alone would seemicserit to make depression
disproportionately present on the job: changet@wtorkforce and changes in the nature
of the work itself. Specifically, there are moremen in the workforce, and the demands

of doing more with less create stress (Krohe, 1994)

Kaplan and Sadock (1998) differentiate betweenethliéferent categories of depression
namely, ‘mild’, ‘moderate’ and ‘severe’. Mild dem®on is accompanied by negligible

functional impairment and a few if any excess syompt Moderate depression requires at



least six symptoms with functional impairment begwenild and severe. While severe is
differentiated into with or without psychotic syrmpts and is accompanied by severe
functional impairment. In severe depression witiichstic symptoms either delusion or
hallucinations are present or the presence of eedspe trance, while severe depression
without psychotic symptoms lacks the psycho.

The level of stress has increased, and it is nat foa depression to follow. Conflicting
and ambiguous demands, work overload, lack of pamdrautonomy and job insecurity
have been linked to various mental health sympt@aielan, Slade and Thornicroft,
1995).

In the last ten years, there has been a doublingrayk-related mental illness. Job
pressures have been cited in 75 per cent of clEmmsmployees’ compensation in which
mental stressors were the main cause of absente@$rthese claims, 94 per cent
resulted from cumulative psychic workplace traumélgon, 1991).

Additional sources of job-related stress includelear job expectations and descriptions;
short deadlines and frequent “fire drills”; respbiigy however no decision-making
authority; routine, monotonous jobs with no roomdteativity; and last but not least, the
“isms” - racism, sexism, and ageism (Johnson anltikn 1997). Also, the growth of
multinational firms, telecommuting, virtual meet;ngnd such things as e-mail is
depersonalising the workplace. Finally, there aedources of stress outside work such
as children, spouse, life changes, ageing and listreaexpectations of yourself and
others.

Depression is seldom traceable to a single cauisen,dt is produced by the interaction
of a person’s biological predisposition, psychotaeditendency towards pessimism,
feelings of low self-esteem and trauma, or longatstress (Johnson and Indvik, 1997).
Frequently, the disease first appears when an itheV is 20-30 years of age. Some
sufferers experience a single episode, while othmey have recurring bouts of
depression (Johnson and Indvik, 1997). All depogsgrobably has in common the
brain’s misregulation of normal stress. Geneticeat® a predisposition for some

depressive ills, and life-events can trigger alth@dm. People who have low self-esteem,



who are overly pessimistic, or who, say experts, easily stressed out, are particularly
vulnerable to depression.

Corporate psychologists have coined the term “wade depression” to characterise the
feelings of anger and anxiety which are widespiaadday’s workplace. The symptoms
range from general lack of enthusiasm and low petdty to high absenteeism coupled
with a low rate of voluntary employee turnover (@sbtn and Indvik, 1997). The
symptomatic profile of the depressed worker inctudeitability, sharp mood swings,

absenteeism, impaired concentration and changegmitive functioning.

Employees with clinical depression can be foundubghout the workplace, from
unskilled hourly employees to highly paid execwiv@urner, Pickering and Johnson
1998). On the job depression can be a real prablersaps energy and reduces
effectiveness. The reduced effectiveness then teesul ever-constricting patterns of
damaged thinking, acting and feeling, all of whicidermine and sabotage the depressed
person’s relationships with other people and joleativeness, leading, inevitably, to
deeper and deeper depression (Shoor, 1994). Iticaddpisodes of depression may be
triggered by stressful experiences on the job saghhurried deadlines, unrealistic
expectations, pressure to do faster, and harassmiénén depression strikes, job
performances takes a nose-dive (Ramsey, 1995)eBsgu people are more irritable, and
they cannot concentrate. If their jobs require peration with others, the impact can be
noticeable (Shoor, 1994).

Several demographic and clinical factors increasdikelihood of depression, including

younger age, being female, and having a prior hisbd depression or alcoholism, or a
family history of depression. Thus, the vulnerapilio this disease is passed on from
parents to children (Phelan, Slade and Thornicit®®5).

White people are more likely to be depressed thamonities, and younger people are
more likely to be depressed than older peopledttiteon, women are twice as prone to
the illness as men. The literature reveals thatdidition to the job stress experienced by

most individuals, there also exist stressors uniqueomen employees, for example, the



role demands of being a wife, mother and profesdipnovoke role conflict (Comish,
Daboval, Arnold and Friesen, 1994).

Also, if the typical man takes his work problemart®with him, the typical woman
brings her home problems to work, a place thabhlly offered little support. In the
1970’s and 1980’s though, the corporate (EAP) veasiriised. Treatment focus shifted
from substance and alcohol abuse (a typically rdgdéunction) to parenting, past sexual
abuse, infertility, marriage, and caring for agedents (Krohe, 1994). It is because of
stress, that today’s employees are ten times nilaky ko suffer from serious episodes of
depression than their grandfathers (Ramsey, 1995).

Depression produces symptoms just as physicakgk® do, and employers must handle
depression in the workplace as if it were a physlbeess. According to the American
Psychiatric Association, major depression is charaed by the following symptoms:
depressed mood most of the day, loss of interepteasure in all activities, significant
weight loss or gain, sleep disturbances, fatigiraijnished ability to think or concentrate,
and recurrent thoughts of suicide (Shoor, 1994prB&sed employees who go untreated
often complain of vague symptoms, diffuse kindgasétro-intestinal problems, or sleep
disorders. The result of untreated depression & thedical costs for the entire

corporation go up (Shoor, 1994).

For some unexplained reason, depression is morealpre among women. The
incidence of the illness among women is twice &b ldas in men. For women, unique
sources of stress arise both on and off the jolxkifg women frequently are confined to
boring, low-power, high-demand jobs, which are neimdly stressful. Off the job, women
typically maintain major responsibility for the hemand family, often spending triple the
time on household tasks that their working husbapdsnd (Johnson and Indvik, 1997).
Also, problems that are rare or non-existent inaam1workday, sexual discrimination,
are common for women. Some experts also blame wsnhggh stress levels at least in
part on organisations, which fail to pay men, aramen equally for equal work, do not
provide formal or informal learning opportunitieqih can help women advance, and
are unresponsive to family issues. Most women istrmompanies still do the least paid,

least interesting, least independent jobs. Theys thave traded a life of economic



dependence and menial tasks in the home for otteeimvorkplace (Johnson and Indvik,
1997).

Over time, up to 20 per cent of the population wiliffer severe enough symptoms to
qgualify as having major depression. That is twisarany as are affected by alcoholism
and chemical dependence. Depression is a majotepnolor society, let alone business
(Johnson and Indvik, 1997).

Women report more stress on the job and the coesegs of the tension are more
severe for women than for men. Women are moreylikelburn out on the job, think
about quitting, and experience frequent stresga@lalinesses (Johnson and Indvik,
1997).

Among all major illnesses, depression has to bengntiee most treatable, with 80 to 90
per cent effectiveness. Considering its massivescdgpression would seem to be worth
a major effort to detect and treat at the workpliesel. Few companies currently have
any mechanism in place for identifying depressedolepees. It seems that many
companies need to recognise that one way of aclyekealthier profits is through

healthier people.

Relationship between Anxiety and depression

The hierarchical structure of anxiety disorders &nel relationships between anxiety
disorders and depression have recently been thjecswdf a great deal of research and
theoretical consideration. Research has addressegbdssibility that the comorbidity

observed between anxiety disorders and depresss@ddrs occurs because they
influence each other in either reciprocal or umdiional ways (Wetherell, Gatz, and
Pedersen, 2001).

Several studies have demonstrated strong comoyliditveen various anxiety disorders,
and between anxiety and depression constructs (suised in Mineka, Watson, and
Clark, 1998). Additional research has also dematestr important construct

distinctiveness between anxiety and depressionyevhaxiety factors have been best



modelled as independent from depression factors athdr anxiety factors (Brown,

Chorpita, and Barlow, 1998). Research has alsmdstrated that anxiety is a significant
predictor of depression, while depression has rm@nbfound to significantly predict

anxiety (Wetherell, Gatz, and Pedersen, 2001).

This argues that anxiety is a complex issue thatneanifest itself in several patterns of
symptoms. As such, different relationships to degitn could result. Wetherell, Gatz,
and Pedersen (2001) confirmed this idea by findihgt worry, not obsessions—

compulsions, is a significant predictor of depressi

Similar to the idea of higher-order factors, quassiregarding the relation are relevant to
this study. One such question involves the degfesymptom overlap between anxiety

and depression, and how this may account for thigir comorbidity.

The overlap between depression and anxiety has theernised to be a shared construct

called negative affectivity (Murphy and Hurrell, 95).

Psychometrically speaking, the high correlationsepbed among anxiety and depressive
disorders could be caused by measures that askdog similar questions. Confirmatory
factor analytic studies have shown that the contraf anxiety and depression are best
modelled as independent constructs despite themresf similar symptoms (Wetherell,
Gatz and Pedersen, 2001).

The present study has continued to support thia. iBéease note that the instruments
used in this study were selected because of tbastauct specificity. It was an important
consideration that no anxiety measure containeasitinat assessed depressive symptoms
and that the generalised anxiety measures did apt into either obsessions or
compulsions. Anxiety and depression share manynskecyg symptoms, as do different
anxiety disorders (e.g., fatigue, concentratiofiaifty, etc.). However, it is possible that
anxiety and depression may produce similar secgndaymptoms completely
independent of each other. For example, the fattgused by anxiety may have nothing

to do with the fatigue caused by depression. Mis&yl, a much higher correlation



between somatic anxiety and somatic depressiondvoave been observed if this was
not the case (Rosnow and Rosenthal, 1996).

Depression and anxiety disorders are not the samegh, although at first glance they

seem very similar. Depression generates emotione a8 hopelessness, despair and
anger. Energy levels are usually very low, and eleged people often feel overwhelmed
by the day-to-day tasks and personal relationssopsssential to life.

A person with anxiety disorder, however, experisnfgar, panic or anxiety in situations
where most people would not feel anxious or threade The sufferer may experience
sudden panic or anxiety attacks without any recseghitrigger, and often lives with a
constant nagging worry or anxiousness. Withoutttneat, such disorders can restrict a

person’s ability to work, maintain relationshipseven leave the house.

Both anxiety and depression are frequently treateduch the same manner, which may
explain why the two disorders are so often confugedidepressant medication is often
used for anxiety, while behavioural therapy fredlyemelps people overcome both

conditions.

Although no one knows exactly why, a great numbér depressions are also
accompanied by anxiety. In one study, 85 percerthe$e with major depression were
also diagnosed with generalised anxiety disordeiten8b percent had symptoms of a
panic disorder. Anxiety and depression are constighe fraternal twins of mood
disorders they so often go hand in hand.

Call Centres

Tracing the research on call centres over thegesdde, the need to recognise and study
the prevalence of call centres in South Africarexjfiently emphasised. South Africa is
becoming the preferred call centre outsource lonator many international countries.
Parker and Wall (1998) argue that the explosivevgroand the use of computers and
telecommunication are creating an information rettoh. Call centres have rapidly

become an established and significant part of tblead economy.



Call centres are centralised operations whereddaagents communicate with customers
via phone by using purpose built information andnomunication technologies. The
normative model of call centre organisations ist ttesks are tightly prescribed,
routinised, scripted and monitored (Read, 2003. p.3gll centres can be used for an
overwhelming variety of purposes: customer serviealer location, advertising and
promotional campaigns, sales support, customerriogleetc. This chameleon-like
property of a call centre makes it an ideal toaol tmday’s rapidly changing business

environment (Prabhaker, Sheehan and Coppett, 12258

Vandevelde (2003) defines a call centre as a workrenment in which the main
business is mediated by computer and telephoneedbtehnologies that enable an
efficient distribution of incoming calls and thelaaation of outgoing calls to the
available staff. Therefore permitting customer-esgpk interaction to occur
simultaneously with the use of display screen ageipt and the instant access to and
inputting of the information. A call centre canleed as an interface between customers
and an organisation’s systems in order to compéeteell-specified transaction, to

generate sales or to provide solutions to and adwiccomplex and technical issues.

The broadest definition in the call centre literatis that provided by Norling (2004),
who states that a call centre is any communicatmasgorm from which firms deliver
services to customers via remote, real-time cor{fact59). Callaghan and Thompson
(2001) apply a similar inclusive definition, stairthat call centres may be broadly
defined as workplaces that integrate telephone @mdputer technologies to deliver
service to customers (p.14). Taylor and Bain (1988jrow the definition by specifying
the types of technologies used: a call centre fimeld as a dedicated operation in which
computer utilising employees receive inbound-or enakitbound telephone calls with
those calls processed & controlled either by aroraatic call distribution (ACD) or

predictive dialling system (p. 102).

Richardson (1994) states that telephone call cerdtre specialist technology intensive
offices that are established by organisations deioto deliver services to customers over

the telephone replacing or complementing face-te-fateraction with the public (p.511)



Houlinhan (2000) also includes the types of operatitypically performed in a call
centre within her definition. She lists the taskssireffectively performed by call centres.
‘Call centres are centralised, specialised opamatitor both inbound and outbound
communication. Handling call centre operations aspecially suite to information

delivery, customer services and sales operatiar22g)).

According to McPhail (2000) a call centre is a saksed office where agents remotely
provide information, deliver services or conductesa using some combination of
integrated telephone & information technologiegidglly with an aim to enhance

customer service while reducing organisationalsost

Call centres are centralised, concentrated, ra@dthitele-based operations particularly
associated with the reengineering of services, comrations and sales channels.
Typical arenas for call centre organisations ase“tommodity” areas such as banking,
insurance, reservations, sales and IT helpdeskde\Wansacting over the phone is not a
new phenomenon (operator services, reservationsadvide lines have a long history),

the mediation of information technology has greatkpanded the speed and variety of
work that is possible. At the same time, front linemmunications have become

increasingly central to business, meaning that oatitres are acquiring new levels of
strategic importance, compared to their historicatoon as a peripheral or back office
function (Houlinhan, 2000, p. 209).

Call centres have their critics as well. Some esitargue that the work atmosphere in
such an environment is de-humanising. Others ptonthe low rates of pay and
restrictive working practices of some employerseréhhas been much controversy over
such things as restricting the amount of time #ratemployee can spend in the calls.
Furthermore, call centres have been the subjecowiplaints by callers who find the

staff often does not have enough skill or authdntyesolve problems.

Owing to the highly technological nature of the @g®ns in such offices, the close
monitoring of staff activities is easy and widesmteThis can be argued to be beneficial,

to enable the company to better plan the workload @me of its employees. Some



people have argued that such close monitoring besabuman rights to privacy. Yet
another argument is that close monitoring and nreasent by quantitative metrics can
be counter productive in that it can lead to pagtemer service and a poor image of the

company.

The advantage of call centres is firstly, that dipplication of the technologies involved

in call centre operations can play a key role iceasing more customers, and in
providing better quality services especially whadelitional or extended services become
available (Walker, Hecker and Craig-Lees, 2002)isTihads to less cost and greater

convenience for the customer.

Secondly, the time taken for each transactionssdeed due to less need for travel to
office-based services; and, once connected to #flecentre, services are provided
relatively quickly due to the ability of the newtschnologies to stream inquiries to

unoccupied staff in different call centres, perheysn in different parts of the country.

Thirdly, services are more readily provided in lweguage of the customer’s choice, due
to the ability to direct customer calls to specibcations. Moreover, it has been noted
that some customers actually rate service qualfityath centre contact higher than they

rate in-person contact (Taylor and Bain, 1999).

For service organisations, these new technolodiesld facilitate greater effectiveness
and efficiency (Prabhaker, Sheehan and Coppet)188re customers can be serviced
at any one point in time, and, with customers tglahleast part of the responsibility for
the streaming of calls (by selecting a preferemoenfa predetermined menu using the
telephone keypad), fewer staff is necessary. Fesarice centres with less space for
customers should be needed leading to a reductiomnagement staff and further cost

reduction.

There are great benefits to be acquired from tleeofigall centres such as the ability to
reduce the cost of existing functions, to extend mmprove customer service facilities.
However although call centres offer organisatiomsiiaber of clear benefits, the benefits

for those employed in them, particularly the litneffs are less clear (Holman, 2002).



This research report focuses on data drawn priynéndim inbound call centre in the
fields of public services and an outbound call eenh the IT sector. The chief
characteristic that differentiates inbound and outta call centre is that an inbound call
centre only receives calls whilst an outbound rexeiand takes out calls. The outbound
capabilities of call centres make them strong ntargevehicles and the inbound
capabilities make them effective response vehiffRrabhaker, Sheehan, Coppett 1997
p.224). However, call centres are centralised sised operations for both inbound and
outbound communication handling.

Rationalefor the Present Resear ch

Call centres have been described as'‘@ntury sweat shops’ and modern day ‘dark
satanianmills’ while their employees have been called ‘batthens’ and ‘gallery slaves'.
Call centre jobs are considered to be low qualitd &eavily repetitive. The work is
designed in ways which emphasise speed, serviceirdadmation with supervisors
having the power to keep track of the price operatiof every worker, how they take a
call, the amount of time spent on the call, thenaans provided by the agent and the wrap
times. This illustrates that employees have modei@atnot very much’ level of control
over their own work, daily work tasks, methods leéit work and little participation in
the design and the use of the new technology (8aghTaylor, 1999, p.112).

Parkes (1991) in his National Occupational Strassl\s found that one stressor being
‘electronic performance monitoring’, is a major sauand promoter of physical or
psychological health complaints. Monitored emp&s/eeported more boredom, high
tension, extreme anxiety and depression, angersanere fatigue than non- monitored

employees.

The manner in which jobs are designed has importansequences for individual
outcomes (such as depression, stress, anxiety, Hmwvever literature emphasises the
need for technology, work organisation and job enonto be designed in such a way that
the employee is not subjected to physical or mesttains which may lead to ill health.
Closely controlled or restrictive work should beomled or limited (Parker and Wall,
1998).



However even though the above-mentioned discussimag seem valid it has been
confessed that not all have been investigated &atl research still needed to be
conducted in order to prove all these statementrias Therefore the present study aims
to investigate the work design of call centres hod it may impact on the call centre

employee’s well-being (mainly looking at their agtyi and depression levels).



