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Abstract

This thesisexaminesvork stress in th€ommunityServices SectdiCSS) in Victoria.

Psychological injuries are extremely high in the Q®®rkSafe Victoria)andyet there has

been no research specifically addressing this issue in the sector. Further, there has been little
research thatxaminesvorker®perspectives of work stresBhe thesis thus focuses on the

Omi ssing voicesd of wor ker s abbuywork strteds,iits.causey wh at
and its effectsln order to place this research into bothitstoricaland sociepolitical contexts,

the genealogicabots of work in the CS&re examinednd the impact of neliberalismon the

sector critically assessed.

The thesis ia qualitative studwutilising a constructivist methodology fromithin a broadly
feministframework. Forty one waokers participate¢h the studythrough focus groups,
individual interviews and by written responses. A thematic analysis was used to explore the
data. The CSS is a predominantly female workforce with women making up @saf80
employees and hence a femtrtheoretical analysis was appropriate and invaluable.

The research uncovettse structural and systemfactors operatinin the CSS thatre
responsible fohigh levels of work stress. Two models operate concurrently in this sector: a
charity volunteemodel overlain with a neliberal quasimarket business moddihis
juxtapositionof these seemingly opposed paradigms, it is argaed centralimportanceo
understanding the basekpsychological injuries (work stresg)workers in this sectoihe
paradoxical nature of these models operating concurrently is the elephant in the CSS room
Revealing the specific dynamics of this relation is a necessagopdition for bringing about

change and reduction of work stre@¢hin the sectar
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Chapter One: Setting the Scene

1. Introduction

This research is the germination of the seeds sown duringiemgy yearéexperiencavorking

as a socialvorker and from my voluntary occupational health and safety (OH&S) and union
delegate roles. | completed a Bachelor of Social Work in 1@Btsters in Clinical Social

Work in 2000and much of my employment has been in then@unityServicesSector (CSS)

in metropolitan Melbournédduring my considerable time in the sector | observed an increase in
work pressures, a decrease in supportive work environments and a subsequent increase in the
number of stressed workers in this sedtrthermore, within my OH& worker role |

observed a lack of understandimgd interest in addressing workplace stress on the part of
manageraind organisationdVorkers arearguablythe most important element in sustaining the
often difficult and challenging work beingndertakenn the CSSin Victoria.

Work in this sector contributesignificantly tothe functioning and sustainability of a healthy
civil society. Unfortunately, a widespread sentiment often expressed across the séttiisis
too hot in the kitchen then you netedget oud This tough line needs to be reformulatédt is
too hot in the kitchen, why is this so and how can we reduce the heat for those working in the
kitchen?

The thesis will therefore, directly tackle these issiiasill elucidate the complexies
surrounding work in the CSS and more specifically its relationship to occupational stress. The
overarching research question is then: What are wdrgerseptions of job stress and what
processes do organisations implement in order to ameliorastr@gds in th€€ommunity
Services Sectadn Victoria? The research also addresses wolkdesas for reducing work stress
in this sector.

WorkSafeVictoria (2007 2008)stated in their 200708 Annual Report that the Community

Services Sector had the highest work cover claims per industry diviggbwer everthan the
manufacturing sector (which was the second high€st.Australian Services Unid2007a)
identified current high turrover ratesburn-outandwork stress as ajor concerns in the social
and community service sect&imilarly, theVictorian Council of Social Servic@/COSS)
(Victorian Council of Social Service 20Q@25) confirms the high staff turnover in this sector.
As will be shown in thishesis the turnwerrates are in part a consequen€t&ork stressors
within the CSSstressors such @®or working conditionshigh workloads, audit
responsibilities and lack of validation

At the outset it is important to recognise the amorphous nature of the settbe atifficulty

of establishing any clearut definition.There are different definitions dhe community sectér
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and as stated by the Victorian Governm@®08p 22) Ghere is no official or standard
definition of community organisations or thbemmunity sectd Furthermore, this workforce
sector does not fit neatly within the Australian and New Zealand Standard Industrial
Classification(ABS 2006) In the Victorian Government Action Plan docum@t08)it was
noted that the estimated size loé ttommunity and nefor-profit sectorsn Victoria was around
120,000 organisations. The Australian Services Union uses thésecial and community
service®(SACS)sector as well as the term Ndbovernment Organisations (NGOSs).
Od&Connor, Smyth & Warhton (2000)use a more descriptive term for tBemmunity Services
Sector(CSS)as health, education, community services and general welfare sekyiaes.
(2007p 23) maintaing T]lhe community sector or community welfare sector consist of non
profit organisations that provide community services and/or advocate on behalf of
disadvantaged groups

Community sector organisations have historically been located under the frequently used
umbrella termiNot-for-profitd (NFP) sectorThe Community Services Sectm Australia
developed from the establishment of charitable and voluntafpr-profit organisations in the
early colonial daysThis early history is important and will be further explored as it has strong
links to the current high work stress leviglghis sector todayAnother umbrella term
commonly used isThe Third Sectdr Simply speakingthere is the business (private) sector,
the government (public) sector and the third sector. L{@D81p 5) statesdA]t i t sdnplest,
the third sector @@ompasses all those organisations that are not part of the public or business
sector The term&hird sectodis regularly used by the international research community
(Lyons 2001) Importantly, Lyong2001p 195) notes thatft] he low level of awarenessd
interest in the third sector in Australia stands in sharp contrast with many other parts of the
worlda

The term@Community Services SectiiCSS) is a more current term used and it ballused
as the key reference pointthis thesislt should beeememberechowever that thereare many
names used for this sector amedearchers utilesa variety of terminologyn this thesis the CSS
refers to organisations that deliver community or general welfare setvices

Examiningthe issue of stress in the workplace, Blewett, Shaw, LaMontagne & Dollard
(2006p 4) state thaepidemiological evidence indicates that job stress is rapidly emerging as
the single greatest cause of waekated disease and inj@rgndWorkSafeVictoria (2009p 1)
notes thatéstress is the second most common cause of workplace compensation claims in
Australia, after manual handliGgNVork dress is therefore an important OH&S issue and there

are a multitude of consequences, includimghigh cost to workes, the employer and society.

1 A formal definition is included ithe literature review.
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Dollard (2001ap 6) quotes thdéNationallnstitute for Occupational Safety and Health
(NIOSH) definition of job stressilob stress refers to the harmful physical and emotional
responses that occur when the requirements gbthdo not match the capabilities, resources,
or needs of the workedob stress can lead to poor health and igjunsecond definition put
forward by Duffy(2008p 31) defined job stress athe reaction people may have when
presented with work demandad pressures that are not matched to their knowledge and
abilities and which challenge their ability to cGpEhese definitions are notable in their
attribution of work stress to a mismatch between worker and work requirements.

Canvassing relevant reselrabout work stress however, highlights the domination of
medical and psychological discourses, particularly in regard to intervelntifact, Blewettet
al. (2006)note that the language in the research needs to changéBpechological injurgto
gob stres8in order to demedicalisepsychological injur@ Here the importance of
management and organisation structures cannot be over estiBztteglay a crucial role in
opening up or limiting the capacity of workers to shape their work practities averyday
level.

The research lens in respect to work stress in general is growing, changing and evolving as it
emerges as a significant health and social id3akard, Skinner, Tuckey and Bail¢2007)
have highlighted the need for the developnwdran Australian national research agenda and
action plan for the prevention of psychosocial risk and promotion of wellbeing at Dalt&rd
(2003p 3) states thafthe VictorianWorkCover Authority declared stress asignificantcause
of 86 deaths sine 1985,ncluding 15 suicideé

There is extensive research on work stress from a psychological perspective, including stress
experienced within the human service induétfis research has commented on issues such as
vicarious traumatisation, compassion fatigue, stress, burnout, depression and intention to leave.
(Seefor example Barak, Nissley & Levin 2001; Coyle et al. 2005; Lloyd & King 2004; Lloyd,
Chris, King, Robert &henoweth, Lesley 2002; Stanley, N, Manthorpe & White 2007; Tham
2007) HoweverCo o p er , De we (2001ipm228)pdibt out Gnasbréséarch models
focused solely on the individual level of analysis and therefore divert attention from serious
examiration of the social order within organisati@nbhe primary focus of a good deal of the
research has been on describing the symptoms as opposed to examining the vaurkes of
relatedstressMaslain and Jacksqi 982, cited irDollard 2003p 16) argued § contrast,
durnout results not from the bad apples, but fronfittael kege the apples are élin a similar

vein, Lonng McDonald and Fox2003p 3) note the® increasing concern expressed by social

2 Human services are defined é as soci al services design:¢
maintaining or promoting the overall quality of life of the prospective service populations. A social service is a
systematicallya@ani zed communal response, namely Ohuman servi ce
services rather that sporadic help given (@ng200lami | y me ml

pp 6i 7).
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commentators, academics and practitioners aboutethatine effect of corporatised human
service agencies, managerialist approaches and market ideologies and@ractice

In the Australian context, there is an emerging research literature incorporating an
occupational health and safety perspectiere the gmary prevention of work stress focuses
upon organisationally directed chan@ewett et al. 2006; Duffy 2008; LaMontagne 2001;
VicHealth 2006) The VictorianWorkSafeauthority has developed resources to assist
organisations deal with work stress witfoaus on organisationally directed charfgéorkSafe
Victoria 2007) Recent research has supported the idea that organisational change is the primary
and most important change agent needed in the prevention of jol(Btessstt et al. 2006;
Dollard 2003;Dollard, LaMontagnest al.2007; Dollard, Winefield & Winefield 2001;
VicHealth 2006) However, the evidence indicates that the principal focus remains on the
individual worker and how to assist the workee-stres§ Most strategies currently in play
focus on individual change and inherently have an individualising and individual pathologising
effect. The Vic Healtt§2006 pvii) report on workplace sess in Victoria foundhatdhe
situation is currently dominated lydividually-focussed understanding of the problem as well
as individuallyfocussed interventiofslt is therefore important to explore how workers view
the causes of job stress and how they see their workplaces dealing or not dealing with job stress.

Lonne (2003p 286argues thab tfhe overwhelming conclusion of the research is that
structural work stressors, rather than personal characteristics, are the most influential factors
affecting the incidence and intensity of burro&urnout will be more full explored in
ChapterTwo, but it is generally accepted as a response to prolonged work streesoses.
briefly mentions possible reasons why service professional organisations are not tackling the
organisational changes in work stress prevention: fdirgaftion, increased workers
compensation claims, management apathy and professional anxieties about competencies and
workload issues. Blewedt al.(2006p 53) also discuss factors that may contribute to
organisational inactio@® not least being thetk of organisational level interventions because
of their complexity, and that workrganisation change invariably means that managelnaesnt
to change, share power aodspend money

This thesis also addressthe impact of what has been termed econaationalism or more
recently, nediberalism upon work and workér the Community Services Sectdt examines
how thedominance ofmarketoriented approaches public policyhave influencedvork stress
outcomes.

Wright (2003bp 155)in a critique of economic rationalism states:

At a macro level, there has been significant analysis and widespread criticism about

the imposition of a business ideology and market driven services onto the welfare

3 The term O6wor ker 0 aidempldydes veho wohk evishin the €SS ainel ares nottinca cyrent
management position.
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sector.Evidence abounds that the marfkgtce is a harsh, unsympathetic and divisive
place.lt is a place developed upon the assumption that people are motivated by self
interest and it promotes the pursuit of individualism and profit at the expense of social
justice and humanitarian goals.

On abroader scale research from the USA, Britain and Ausi{aliakman & Meutzelfeldt
2003; Dominelli 2004; Harris,& Mc Donald 2000; Ife 2000has examined the negative
effects on workers of this new manageralism and matiegén welfare frameworkAccording
to Lyons(2001p 151){n]on-profit organisations are generally laggards in the level of pay and
other conditions they offer their employ&eSSS organisations are predominately-faotprofit
entities and within the field there is an acaweareness that there are extremely tight budgetary
constraintsin addition, in line with the current ndibberal ideology that the private sector does
it best, both state and federal governments have encouraged the entfanpeasits to
compete witithe NFPs, via tendering, for a share of the government welfare sector contracts.

Othermajor concerafor researchers are the consequences of policy changes resulting from
global political and economic formations and the floweffect on Australiafederdandstate
government policy dirgns. As state and federabyggrnments are the major funding source
for the CSS, their policy directions are pivotal. Organisational restructuring, such as
downsizing, often results in increased workloads for thosetetihe jobIncreased insecurity
due toshorttermcontracts and casualisation of therkforceand struggles around life and
work balance are some of the more obvifbow-on effects of necliberalism.Pocock(2003) a
leading academic in the field wforki life balance has suggested that long working hours are
producing stress for workers as well as having a negative impact on vigéessnal lives and
families. Sauter, Brightwell, Colligan, Hurrell, Katz and LeGrari@@02)highlight the
knowledge gaps in research about the changiiggnistion of work and the safety and health
of working peopleThere are several writers, such as Richard Se(#3%, 1998b, 2006jvho
have also begun to draw attention to the plight afkenxs in thisnealiberal economic driven
global world.

Despite the fact that there are a number of substantial studies on the changing nature of the
workplace in a period of globalisaticthere is a major gap in the literature with respect to the
CSS inVictoria and Australiawide. There is limited research that is specifically focussed on
job stressors in the Victorian C38could be argued that there is in fact minimal academic
literature about the CSS in genefdhere has beehowever, seminal Ausdliawide work
completed by Blewett al.(2006)researching job stress and its causes, impacts and
interventions in the HealthndCommunity Service (H&CS) sectdrhis latter research
highlights the importance of primary intervention in which orgamieat changes for reducing
job stress are a major fociBollard et al.(2007)have also completed a literature review from

1999 to 2004 into job stress in timternationaland Australian H&CS which yielded 25
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overseas studies and ten Australian studikese studies, both internationally and in Australia
did not cover CSS workers per se, but like earlier studies have explored job stress mostly in
relation to government workers, nurses, clergy and police.

Researchers have approached the issue of wédtegss from a range of anglésis
apparent from a survey of the literature that there is a need to obtain a clearer picture of how
workers in the CSS experience work stress and its cansé®w they view current
organisationafesponses to work sties

It is patently obvious that what is missing in much of the literature to date are the viewpoints
and understanding of workers within the CSS themseNgs.thesis seeks to address this gap
by focussing orthe workerénarratives about work stress hetCSS.

A key aim of this thesis is therefore, to understand how workers are currently experiencing
job stress in agencies across the G88rkers offer the strongest lens through which potentially
valuable and rich data and insights can be explangidetrapolatedA related aim is to ensure
that thisresearch will contribute to the ongoing development of policies, strategies and
programs in job stress preventiand stress reductian this sector.

The assumptions guiding the rationale of this thesis@pported by Kinman and Jones
(2005)in their work on lay representations of workplace strélsy suggest that workérs
perceptions have the potential to inform organisational policy and procedures concerning work
stress managememdinman and Jones eitl only three studies on lay representation of
occupational stress in general and two of these studies focussed solely on senior managers and
managersThis thesis aims to contribute to our understanding of the interaction between lay
personéexperiencesand construction of work stress and the policy frameworks that have been
developed to prevent and ameliorate work stress, through a detailed exploration of the
experiences and perception of thentlinedworkers.As previously stated there is minimal
research into work stress in the C3& alone research driven by the narratives of workers
themselves.

An exploratory study of workedperceptions and experiences across the CSShélefore,
add knowledge, increase understanding about job stress, and give voice toavakers
which have previously been rendered silé&stKinman and Jong2005p 102) state Glthough
stress has now become part of everyday langoftie workphce little is known about lay
representatiogiof the concepdt This research will significantly add to our knowledge of such
representationdt is anticipated that this in turn will lead to a reduction in wstrless inducing
practices in the sector, andargeting of interventions that speak to worgexperiences.

Recently theVictorian Council of Social Servio@ COSS), withWworkSafeVictoria funding,
offered education and training on workplace bullying and violence and job stress within several
subsectos in the CSSit could be argued hetbat the cart is leading the horse, as there has

been no research gathering an understanding of wopkenseptions of work stress and its
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causality in the CS$dence, such strategies in the absence of an exgédeasenay be
inadequatedue tothelimited understanding of workdiexperiences ananore importantly
worker®needsThe approach to researching work stress proposed here will fill the vacuum and
produce valuable knowledge for the production of etloisal material and strategic

development. Finally, the research will add to a growing volume of knowledge on work stress
and stresprevention strategies in general.

This thesis thus explores what the workers in the CSS think and expefikisces. a
botom-up approachThe aim is to engage in dialogue with the workers themselves in regard to
their perceptions, experience and knowledge of job stress in the CSS in Viotpagticular
the thesis explores the participargtries and their views on how occupational stress might be
reduced. This research has been approached from what is broadly speaking a constructivist
epistemology, using a qualitative methodological approdommunity workers were invited to
be intervievedfaceto-face over the telephone and or attend one of four focus groups across
Victoria in regards to their experiences, knowledge and understanding of job stress in the CSS
in Victoria.

Thisthen,is new research in sped to the exploration of work gess in theCSS.Future
studieswill have the opportunity to build on this initial studis research has a small to
medium sample size: fifteen workewgreindividually interviewed and nineteen workers
attended one of four focus groups held acrosgoviec andthere wereseven written responses.
Future research may cover a larger sample size, possibly using mixed methods. This may
provide a greater scope for making gerisatibns across the sector. Furthermarhile this
research focusesolely on waokersbvoices it may be productive at some future point to conduct
a comparative study of management perspectives.

ChaptefTwo presents a review of the relevaxtantliterature.The chapter explores the
many facets that make @md impinge onhis sectorincluding its definitiomal challenges
historical legaciedssues pertaining tine gendered nature of the workfgraaion involvement
andstrategiesandnecliberal policiesfrom the 1980s onwards. All are vieweathd examined
with an eye tdheir relevance to the key issue in this the$iwork stress in the CS®art two
of the literature review covers relevant work stress research, including relevant models and their
various implications for theeduction and preventiasf work stress

ChapterThree outlines the methodological approaches used in the researchtshaollydes
the selection of participants, questions, data collection and data analysis prodedbies.
chapter there is an explanation of the theoretical approaches chdsehyathese approaches
were selected. In part the approach emanates from a broadly feminist perspective, which fits
well with the predominately female workforce within the CBge ABS Census of Population
andHousing(2009)figures for 2006 for examplshows that 81.percentof workers in the
social/welfare field in Victoria are female.
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Chapters Four and Five present the sieidindings and analysis by detailing what workers
have to say about work stress within the CB#se chapters seek to give direoice to the
concerns and difficulties faced by workdvoreover, they also present the workedeas for
change within the sectdFhe causal links to work stress, the systems and structures that
overlay, surround and are embedded in the CSS, gectedbto critical analysis.

ChapterSix reflects back on the overall thesis and discusses the implication of the \iiorkers
perspectives for policy development and action with respect to the changing nature of work in
the CSS.
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Chapter Two: Literature Review

1. Introduction

This qualitative study explores workérsiderstanding of job stress in the Community Services
Sector (CSS) in VictoriéSpecifically the researcher sought to examine whether workers see job
stress in this sector as a significant issugat they see as the causes of work stress and how
they experience agenciections to ameliorate iThis thesis describes and analyses woikers
perceptions of job stress in the sector, management responses to damheesns and outlines
their suggesons for reducing work stress in the industrie literature review developed from
both initial reading and from reflexive reviewing throughout the research jaurney

According to the Victorian Council of Social Servid8COSS 201( 101)

Community sectomworkers are engaged in complex, difficult and demanding work,
but are generally undervalued, underpaid and often work in relatively poor conditions.
The female dominated sector is one of the lowest paid in Australia.

This statement presents a rather startt depressing description of the current situation for
workers in the CSS hese substantial issues are a recipe for wadkeess levels to rise and
can result in a psychological injury and workers compensation cl@iompensation claims for
work stress have been on the rise in Australia in gen&rarewasan increase of 6@ercent
over a seven year period from 1996 and 2003, whereas all other claim types over that same
period dropped@Dollard, Skinneret al.2007) Furthermore, stress claimsAustralia are
notoriously high irfemale dominated industrissich as primary school teaching and
community service work as noted by Guthrie & Ja2&06p 495). The important question
here is why are there such high numbers of mental stress work caives ai these fields and
specifically the CSS sector?

Frequency ratégor serious workers compensation claims in 2@%for theHealth and
Community ServicegH&CS)® Industry were 12.2 and for the community care services (CCS)
subsector they were 14.8lowever by 200010 the frequency rate for CCS sséctor had
risen to 16.2 while the total H&CS had fallen to B8tween 200405 and 200809 the whole
H&CS frequency rate for serious claims decreased lpetdentwhile the CCSubsector
frequency ratéor serious claims increased by8rcent(Safe Work Australi2012ap 71).
Furthermore, in 20090 the CCS had 1gerceniof employees in the H&C$et 28percentof
serious claimgSafe Work Australia 2012a68).

Frequency of serious claims per million hours worked
The H&CSindustrycovers hospitals and nursing homes, community care services, other health services, child
care grvices, medicanddental services and veterinary servicesBS, 2009
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The Victorian State Government Office thie Community Sector was established in 2008
and has developed the Victorian Government Action Plan: Strengthening Community
OrganisationsAction plan item 13 focuses on the recruitment and retention of staff in the
community sectorEarles and Lynif2009p 106)note that the average turnover in the CSS
Australia widein 200506 was 23percent whereas the alhdustry average was only p@rcent
to 12percentimportantly,there appears to be minimal research on exploring why the workers
are leaving theextor in significant numbers. The major focus on recruitment, without a
concomitant attempt to address the reasons for workers leaving, suggests that the recruitment
focus will be of limited value.

This literature review chapter consists of two pdPttone starts with a discussion of the
community sector and its place in the world of work. It examines the history of the community
sector in Australia. Secondly the review explores the relevance of gender in respect to the CSS
and work stress. Thirdly, rearch on the influence on state and federal governments-of neo
liberal political rationality from thenid-1980sonwards is examinedhe resultant negative
effects upon the CSS, especially in terms of increased worker stress are relimyvtdy,
relevar literature on the role of unions in the development of the sector is examastiy,
there is an exploration of more recent research into work stress in this sector of the workforce. It
is important to note that the research into work stress has indimefocussed on the broader
health and community sector (H&CS), not the CSS as defined below.

Part two covers the models of work stress pertinent to the CSS and reviews relevant stress
preventionrmodels. The literature review concludes with a summahpouwf the history of the
sector has created a unique set of circumstances and problems for those working in the CSS

workforce today.
2. Part One: The Community Services Sector

2.1 The Community Service Sector in Context

2.1.1 Definitions

As discussed in thatroductory chapter there are a number of definitions and terms used to
describe the community service sector (CSS). This has presented challenges and difficulties in
extrapolating to the CSS from the literatufbe State Services Authority RevigWictorian

State Services Authority 2007 pStated:

There is no commonly accepted definition of the NN@t{for-profit) sector.The
academic literature refers to a variety of terms such asdthiel-sectof the
community sector, the neprofit or the charies sector.These terms can be
misleading as they have contested technical meanings and describe classes of
organisations with overlapping boundaries.
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Lyons (2001 cited in Oppenheimer 2008)tes that the third sector is very broad and covers
a wide rangef nonprofit as well as caperativeorganisations.Most frequently, the CSS is
called thenot-for-profit (NFP) sector, other times it is termed asdh@d sectofi The first
sector refers to the commercial or privagetor while the second sectetatesto government
organisations.

The hierarchical definition of different sectors does imply that the CSS is the lowest, perhaps
least worthy, of all sectors contributing to socié{g.stated by Lyons and Pasg@@06p 90)
Or'he policy of Australian Gvernmentsboth [sic] Commonwealthstate anderritory, toward
those organisations that comprise a third sector of the organised economy is patchy and
piecemead

Oppenheimef2003p 135)statesiOnly in recent times has recognition emerged of the third
sector as an integral and legitimate area of €turlythermore, OppenheimE003 p 135 6)
points out that the lack of studies of the third sector in Australia is due in paritaldéference
to the concept of volunteer work @sabwork and a corresponding lack of understanding of the
role played by the noprofit or third sector in Australia in the twentieth cenfu§he notes that
@he traditional focus has been on the role of governments and business and the interplay
between thse two sectoésMore recently, Brac&ovan(2010p 25)statesithere is a general
lack of information about the Third Sector particularly when compared to thpedfit sectod

In this research the main term used is Community Services Sector {®&3% how the
term is currently discussed in the industrial arena as well as being the term currently used by
researchers, especially in government repbitsvever, the ternicommunity sectdiis also
used as this is the term used in research, espedratlye pastA clear and concise description

of the community service sector is given\WprkSafeVictoria (2010a)

The community services sector covers a wide range ofjosarnment, nefor-profit
organisations that rely on high levels of volunteeriamd @rovide a multitude of
welfare services, including: childcare, disability, domestic violence, drug and alcohol,
education, emergency relief, family support, housing and homelessness support, legal
support, mental health, multicultural and you@lommunty sector organisations range
from small, informal community groups through to large organisations, often
complementing government services in health, education, employment and welfare.
Each state and territory has some variations in its definitiermsjnologies and development
of the CSShowever much of the research has an Australidde lens. This review aims
therefore, to disentangle some of the complex issues, including the discourse surrounding the
community service sectdand its relatiorisip to work stress.
The complexities, confusion, blurred and overlapping boundaries have data collection
challenges as welN/aughan(2006 p10) notes thatone of the major data issues stems from the

lack of agreement as to the constituents of the contyngeivices sector and hence the lack of
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clear methods of identifying the community services workforce in data colle@tieagher &
Healy(2005)also comment on data problems with respect to research into care workers in
Australia using Australian Bureaf Statistics (ABS) data. The ABS does not collect statistics
for thenot-for-profit community sector per sehich makes independent data on its exact size
and workforce composition problematithe closest category from the Australian New Zealand
Standhrd Industrial Classification (ANZSIC) is the Community Care Services (CCS) which is a
subsector of the Health and Community Services (H&O®)s industrybased classification
and specifically the subection callednon residential servicés very lage and misses
importantsubsector dataEarles and Lyr§2009p 107)discuss the problems in understanding
the workforce issues because@miack of uniformity in how the sector is defirded

A further factor adding to the complexity of this sector is the policy direction of both state
and federal governments which has sought to open ugatier-profit sector and have it
compete with théor-profit sector, via tendering processes. This ggitanent of thdor-profits
into theNot-for-profit arena initiated in th&980s has added challenges for researchers,
agencies, unions, peak bodies and the workers themselves (paid and voluntary). Some of the
rhetorig especially the promotion of the sects a career, is based upon the vocational and
caring elements entailed in the woltkis hard to equate this type of rhetoric with agencies
focussed on making a profiVagner and Spen¢2003p 119), quoting ABS 2001 figures, state
@&ince 1996, the neprofit sector grew by 1@ercent the forprofit sector grew by 3percent

and the number of government organisations staghated

2.1.2 Work Stress Claims

Before beginning the exploration of work stress in this setttercontextual setting wwhich
the CSS is situated requires comment. McDonald and Ma20@1p 2) statedThe
contemporary environment in which the Aamofit community sector is located is extremely
turbulent, unstable and highly contesied

Numerous official documents have reportled issues in relation to the health and wellbeing
of community sector workers in Victorigor instance, the risk of psychological injuries is
unacceptably high in the Victorian community se¢uffy 2008) The community sector has
consistently been @nof the highest claim sectors iMorkSafeVictoria and subsequently was
included as a priority area for targeted actiotha2006 08 Victorian Council of Social
Service(VCOSS) reportVictorian Council of Social Service 2007he Health and
Communiy Services (H&CS) sector has ranked top in makiagmsrelatedto job strairf
(LaMontagne et al. 200@nd women have traditionally dominated job strain related claims
(LaMontagne et al. 2006)

Job strain is the combination of high job demand and low job control which can lead to joflstkésstagne
et al. 2006)
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At the national level it has been reported thatGbenmunity Care Services (CCS) lodged
27 percentof serious compensation claims in 2008, although it has only J@rcentof
H&CS total employeesSerious claimsfor mental stress were much higher ap#&2cenin the
CCS than thé1&CS industry averagef® percent(Safe Work Australi2011a) Nationally
(Safe Work Australi2010a)in 2007 08 Community Care Servicdsad the second highest
serious claims for mental stress atgE3centwhereas the industry average wgse8cent The
2008 09 serious claim formentalstressfor the Community Care Services groups was
12 percentand the industry average was stipp&centSafe Work Australi2011a)
Furthermore th€ommunityCareServicessubsector has the highest incidence rate of serious
claims (20.9er 1000 employees) of the total H&CS indug®gnfe Work Australia 2010a, p
57). This figure has had little fluctuation over the last eiggdr periodThese statistics,
especially the mental stress claims, paint a poor health picture for the workieegel, Ostry
& LaMontagnés (2009)research into job strain exposure versus stieased workers
compensation claims in Victoria using 2003 data found thatiéfath and Community Services

sectors both had elevated claim rates and job strain prevalence

2.1.3 The History of the Community Services Sedta Charity and Voluntary Model

The CSS has its origins in the early settlement days of the colonies of Australia in which the
termdublic charitydescribed welfare servicebhe early public charitierom the mid1800s
to early 1900s) set the scene for the development of the CSS as it is today. British immigrants
brought with them traditions of charity and collective membership and in the main it was the
wealthy colonists and the churches that pregidelfaretype servicegFels 2007)Lyons
(2001, p 100notes thatcolonists and their wives were encouraged to form and support Non
Profit Organisations to provide serviéebhis highlights the notion of charity as separate from
avorkg the voluntarylabour of the wives was not work in the setist merts labour was
work.

According to Melville and McDonal{2006)an important feature of thréneteentkcentury
social welfare in Australia was the significant influence of religion and the disyraktoral
care activities within charitie®ickey (1987)documents the establishment in Melbourne in
1845 of a Presbyterian Female Visiting Society which in 1851 changed its name to the
Melbourne Ladies Benevolent Socieltyattracted the respectable nwats of MelbourneThose
who did this work were middle class female volunteers who often worked within religious
organisations.

Given this background, it is not surprising that there are problems and challenges inside the

sector, especially as the work isem viewed as a vocation rather than an industry. This has an

Serious claims cover a death, a permanent incapacity or five or more days off work due to\vijukySafe
Australia(Key Work Health and Safety Statistics, Austrabd 2)
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effect on worker@vulnerability of job security, poor pay and conditigBsiggs, Meagher &

Healy 2007; Thorpe, Petruchenia & Hughes 1992; Victorian Council of Social Service.2007a)
Thorpe &Petruchenia(1992p 182) stateGaccompanying traditional values held in Australian
society, not least by the workers themselves, is that social welfare work is done for love, not
money, and is an extension of voluntary charitable @ork

Writing in a similr vein,Meagher(2007)and Carson, Maher & Kin(2007)explore the
notion of aicare penalt§yi a cultural devaluation of care work whichaiscompanied by poor
industrial protectionCarson, Maher and King (2007) for example researched the community
services workforce using interviews, a large scale survey and case studies. They noted (p 110)
that o6t he wor k o fMeagker& Heagy2008) in theirchglynanzed paged 6 .
AVho Cares Volume 2: Employment Structure and Incomes in the Aast@dre Workforcg
explored the concepts of a care penalty in which care workers are paid a lower hourly rate of
pay. In concrete terms lower wages are justifiable and duly received for this type oT nenex.
is a penalty for choosing to work in a eaggirole.Furthermore, as noted by t@®mmunity
Services and Health Industry Skills Cour{@008b)there is a connectidmetween the historical
devaluation of care work and how both state and federal governments are able to implement
strong cost controltsategies such as limited wage rises.

It is argued by various researchers that governments and agencies have taken advantage of
this altruistic and vocational discourse to exploit workers in their recruitment strategies and
subsequent employment conditiosa US study of workers in welfare occupations that used
the National Longitudinal Study of Youth ddEagland, Budig & Folbr¢2002 p458) state ¢he
low pay may be made up for by the intrinsic fulfilment of thesjaltruism is its own rewafd
Wagner and Spence (2003) examined four separate studies of paid staff that covered 170
workers in 157 nomprofit organisations. These studies used both qualitative and quantitative
analyses to build a picture of the organisations in terms of the indivitieakam, the
organisation and the political contexts. They stated (Wagner and Spence, 2003]p d@0g
organisations, impoverished working conditions were seen as a test of \wodtarsitmentA
willingness to sekexploit for thed@reater good the theedy clienbor heavenly rewards was
occasbnally implied as qualificatiofor community work

England, Budig & Folbr¢2002)further argue one of the assumptions underpinning the care
penalty is the view that it is seen as a function culturally associated with women and thus
devalued. England et.gP002 p457) statedl he dlevaluation thes@asserts that our culture
devaluesvomen relative to men and something akin to guildy association, any activity done
largely by women is valued less than that it otherwise woudd be

Examining the issue furthdeagher2007 p163ktatesone longstanding problem that has
contributed gnificantly to poor industrial recognition of care work in Australia is that some

care workers do not have a strong sense of themselveskerdin the sense of rights
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bearing industrial citizeifisCharity work goes hand in hand symbolically with ¢bacepts of
mothering: all caring, all sacrificing and all giving.

This history is the foundation upon which the sector is built; a foundation developed in the
main by volunteers, especially woméis the New South Wales Council Of Social Services
(NCOSS)(2001 cited in Leonard 204232) commens, @overnment funding is moving away
from direct human services through paid workers, and is being channelled into large volunteer
programs in the third sector in which there is a reliance on unpaid volunteers

According to the Australian Institute of Health and WelfgkBHW 2001p 2) in the
Community Services Industries nationally, volunteers marginally outnumbered paid employees
in 1999 2000;@®76,334 volunteers to 269,022 paid sia¥folunteer numberscreased
110percentetween 1995 and 2000 in the community se@®adggs, Meagher & Healy 2007
p 517) This widespread use of volunteers poses challenges for the workers to put forward
industrial claims for better pay and conditigheonard 2002)Thevolunteerism and charity
oriented history of the sector has created a cultural norm in which workers in general accept
much lower pay level@Pegg 2009)

It is in the 1950s to late 1960s that we find the origins of the mdgiemmunity Services
Sector induding womeids groups and consumer representative organisdsigg)s, Meagher
& Healy 2007) The sector grew with the help and encouragement of state funding, some private
contributions and churebased support.

From after the Second World War until timéd-1970s was the era of the Keynesian welfare
state mode{Watts 1999a)dn the period from 19481975, the State was both powerful and
central to natiofbuilding and to economic and social pobi¢Watts 1999Ip 55i 56). The
Liberali Country Party reigfrom 1949to 1972 saw a policy direction of subsidisingt-for-
profit organisations to provide and expand the range of social sefliaass 2001)Lyons
(1998, 2001 notes that from the 1980with the advent dhis strong central welfare stadad
thedevelopment of a second wave feminist movement and its infludgreagreaton of new non
profit, communitybased organisationgas encourageith orderto provide a range of social
services.

According to Brigget al.(2007 p502)the Whitlam Labor govement (197275) expanded
community service spending programmes and employment; the Fraser Coalition government
(1975 83) did not actually cuting someprogrammesThus the expectations of the new more
professionalised community service workforce were cags®l then testédT his disbanding of
programs affected the CSS workforce.

Nevertheless the development of state provisions of services remained part of a broad
political consensus until the miB80s when state governments reduced their direct service
provision under the influences of economic liberal{dtelville & McDonald 2006; Vicary &

Henley 1999)
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2.2 Gender and the CSS

Leeds report for the AstralianServicesUnion (ASU)(2007b)states thiin Australia the
sector currently is running at over pércentfemaleworkforce In Victoria the Australian
Services Union (ASU(j2009)states thevorkforceis 86.6percenfemale with over half
(51.6perceny in parttime work. Sheen (2010 4) discused the social risks of precarious
employment for women amibtedthatéhe trend in womeis employment in Australia is
increasingly inparttime, casual work with 5@ercentof parttime jobs also casual

Historically in Australia the CSS has worked undeharity model of welfare with high
levels of predominately female voluntedfsirthermore, there has always been a strong
presence of religious based organisati@tsarity and religion, and hence this sector, has
always relied upon the free andthe labour of women.

The Council of Social Servigdhe National State and Territory Councils of Social Service
(C0OSS)2009)submission to the Industrial Relations Commgissnodernising awards process
draws a connection between the significant undervaliitige worker and the work in this
sector to a gender bids(2009p ii) recommends thathe Australian IndustridRelations
commission recognigie historical undervaluing of the community service sector employees
and their work, and takes steps to rectify this through the modern awilrdsggovernment
submission(Parliamentary Secretary for School Education and Workplace Relationg 28).0
to the Equal Remuneration Case by the Australian Services Union (fa&the social and
Community Services Sectaiith Fair Work Australieacknowledgegthe undervaluation of
what has traditionally been wontisnvorka

Much of the discourse about the sedtas historically been entwined with it being seen as a
womards vocation, linked symbolically to motheririthe stereotype of the allurturing, alt
sacrificing and naturally seftilfilling mothering roles and behaviour is ever presefdnce
there is a saetal expectation of greater altruistic behaviour from women, whether it be
accepting lower pay or giving their free labour as volunteers in the CSS.

As shown in the research into the CSS in South Australia by Carson, Maher arfd0Qry
described abovehere is a tension between the imposition of entrepreneurial buikeess
approaches to contracting, tendering, and organisational management, and the expectation that
people employed in the sector would be motivated by dedication teettiingof others.

There are also a number of challenges facing the Australian Services Union, its industrial
officers and delegates, when they try to fight for better pay, terms and conditions in an
industrially disengaged workforc€&his in part is about thertgion between workers engaging

in industrial action to improve poor pay and conditions versus giving all of their energies and

focus to the demanding work with struggling clients.
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It is often noted that womér care work is regarded on an industrial framsomehow less
important and valuable and hence deserves cheaper pafBrages, Meagher & Healy 2007,
Meagher 2007)One of the initial struggles of the Australian Services Welfare Union (ASWU)
was representing predominately female workers in a mdlestrial landscapéuthrie and
JanszZ2006)highlight that women are often paid less than men and work in geegergated
areas which redudéeir industrial powerThe historical male dominated industrial scene in
Australia has its genealogy in thistorical Harvester decision of 190he Harvester decision
established a national minimum basic wage based on what dreatiwinneneeded to
support himself and his familyn setting the female wage rate at less than half the male rate it
not only emshrined the notion of a male breadwinner econat@atso entrenched gender pay
inequality. The judgement simultaneously devalued wo@evork, disadvantaged single
women and privileged single madence what is seen to Bsomerés workbhas never been
given equal status and importance compared tasneork.Womerts work has always been
accorded less social significanttais often defined as unskilled or sestilled, (irrespective of
the actual skill involved) and hence of less economic value.

In workers compensation claims women also face significant disadvantages. For example
they already receive lower wages and subsequently their wage supplements af€ Ubhver
& Jansz 2006)

Bailey & Van Acker(2007p 55) comment&he Howard Governmets [1996 2007] social
conservatism and ndiberal philosophy appears to have had a profound impact on gender
issues by maintaining a hostile stance to feminist imperdtiFes example they note that the
Office of Status of Women budget in 1996 was cut bpé@ent Given that the CS®orkforce
is over 8Qpercentwomen, the subsequent effects on this female dominated sector cannot be
denied.During this time there were threats to woriespecific community agencies such as
Womerts Health Services, Domestic ViolsnServicesCouncil of Single Mothers and their
children and the Womets InformationandReferral servicel-or example in Victoria in the
early 1990s in the western region there was pressure at one stage from the federal government
of the day for th&Vomerés Health Service to amalgamate with the Western Region Centre
Against Sexual Assaulthis depleted already stretched resources, especially the human
resourceslt took away from facéo-face service provision and created instability for both

agencis and their workers; it added stress.

8 The ASWU was the original union name until it amalgamated into the Aust&diasices Union.
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2.3 NeoLiberalism (Economic Rationalism)

2.3.1 The Introduction of NeelLiberal Policies in the CSS

Nec-iberalism (economic rationalistnis an economic philosophy that many governments
throughout the world, includinigg Australia, have embrace@ihe macro policies of neo

liberalism have had a considerable effect upon the CSS in Australia and overseas. The
principles of nediberalism include cuts to public spending, opposition to wage and salary
increases, a beliefahwelfare spending should be limited, a taxation focus on consumers rather
than businesses, an acceptance of higher levels of unemployment, a deregulated private sector
and removal of public controls over businéSsrr 2001)

The term nediberalism isoften used intethangeably with terms such as economic
rationalism necclassical, nediberal, libertarian economics, market capitalism and market
liberalism. As Van Gramberg and Bas$2@05)commentnec-iberalism plays out in more
than the free markeirena; it extends into politics and how governance and policy are created.
Hase, Phelps, Saenger & Gordbimomson (2004 p 3) statetnecliberalism involves the
dominance of the market in society to the point where it becomes an end inAtsedirding to
Bryson(1996,p 35) &Economic rationalisfiberalism assumes that economic efficiency is to be
attained through enhancing thecsadled free play of the marl@NNyland (1995)states that in
the economic theorigisiew the third sector plays subsidiary role to the primacy of the state
and the markefurthermorenealiberal economists see this sector in terms of pricing it within
a capitalist economic framework and not for its social change potért@beriod from 1987 to
the present ithe period of th@eaoliberal globalising influence according to Lipdigumme
and McBride(2007)

A number of critics argue that the impact of #iberal policies can be seen quite starkly in
the growth of insecure, precarious and intensified forms of@ment.Evans, Richmond &
Shields(2005) in their examination of the ndbr-profit sectors in AngleAmerican
democraciescomment on the deteriorating working conditions for workers includinggload
issues and the need to do more with |88%rk loadproblems, stress, work/life conflict, job
insecurity, lower pay and benefits and a high level of dissatisfaction are all warningéignals
(Evans, Richmond & Shields 2003p). They are warning signals of increased instability
within the sector which cdead to increased work stress.

Similarly, Caulfield, Chang, Dollard and Elsha(p04,) draw the link between the pressure
of neoliberal practices resulting ifiewerworkers having to complete the same amount of work

(job intensification, increased workgssures, and longer hours) resulting in increased work

o Economic rationalism is an older term and4iberalism is a more current term
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stressThe term used i@veremploymend that is those who are left with employment must
work more hours, whether or not these hours are paid.

Karaseks (2004)model of work stress incorporateg thxternal economic and social
environment as well as an organisational focus in work stress develogmdntllard, Skinner
et al (2007 p25) state:

Most systems do not consider external influences such as economic, legal, political,
technological, andlemographic forces at the national and international I&ugs
omission is all the more important since emerging up stream psychosocial risks such
as globalization, changing labour markets, precarious contracts, new forms of
employment contracting practis, lean production, and outsourcing are widely
believed among psychosocial experts to strongly influence the job characteristics and
nature of work (i.e. work intensification, job insecurity, work load) and the social and
organizational context of work.¢. poor worklife balance, increased bullying, and
violence).

Levi (2006)uses the termimported stres$ which refers to outside stress and not internal
workplace or working conditions, for these factors.

In Australiain the early 199Qsaccording to Wary and Henley1999)the South Australian
Liberal government introduced economic liberal policidgese involved new funding models
which contained new forms of authority and regulation, or command and control, in which
labour became more flexible aarpof the new arrangemen@onditions and jobs of
community workers were negatively affect€texibility in labour terms equates with casual
employment in which one of the major outcomes for workers is unstable employment and
income insecurity and whiatan lead to increased worker stress. This situation is replicated in

Victoria.

2.3.2 Impact of Nediberal Policies on CSS Funding

Neoliberalism had its historical beginningsoundthe mid to late 1980s and it is still dominant
today(Briggs, Meagher &Healy 2007; Bursian 1995; Van Gramberg & Bassett 2005; Western
et al. 2007; Wiseman 1999 Australia there has been an ideological consensus en neo
liberalism rationalism by both major political partig#fie major focus of the Hawke/Keating
Labor goverments from 1983 to 1996 was consistent with the economic imperatives of the free
market(The National State and Territory Councils of Social Service (COSS) .2ZIXiS)
resulted in a mixegconomy welfare sector: public, Aotr-profit and forprofit agencies were
all providing welfare services. In economic terms a guamiket was developed and the end
result was competition between the NFP anddaherofits.

TheCSS is largely reliant on state and federal government funding and hence directly
experiences the effects of government polgarraket(2006)notedthat in Victoria 8(Qpercent

of the community sector funding came from government. Austwatia CommunityServices
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figures(South Australian Council of Social Service 2Qi01) show that 3Jercentof
community sector funding is from the Commonwealth Governmerge8&&ntrom
state/territory government and fidrcenfrom local governmentn another contd, Evans et

al. (2005 p74), whose research focussed on Canaddrior profits, stated that:

The imposition of Neoliberal governance structures on-profit service providers

has served to compromise their autonomy and advocacy function, while
commercalising nonprofit operations and imposing burdens that have strained
organisational capacity. Markbased regulation has moved many 4poofit service
organisations away from their community oriented focus and towardsisiness
modeb. In variousforms, the state has introduced gqemsirkets or at minimum
requiredNPOs to engage in more competitive practices with negative consequence for
non profit mission, culture and labour management pracfidesresult is a growing

level of instability withinthe sector.

The authors suggest that the evidence is comparable across international settings.

Such economic and political imperatives and frameworks continue today: organisations in
the CSS have to continue to provide more \iethiergovernment dollarshe Australian CSS
experienced significant reductions in funding from the state and federal governments during the
1980s to 1990s. As Melvillel998p 46i 47) statedthe community sector is being subjected to
major structural reshaping characterised bgaehse in funds accompanied by an increase in
demands on services from the commumiljelville notes that the competitive tendering and
contracting processes caused considerable strain from these policy directions as well as distrust
and inequality rathethan a mature partnership between government and community sector
organisations. WeeK4996p 62) statedéll nonprofit organisations in Australia are
experiencing an inhospitable economic clindaféeeks was specifically referring to the
increased piEsure on community services due to the severe global economic recession in the
1990s, and Australiagovernmenteregulation policies and subsequent effects of higher
unemployment, increased casualisation of the workforce and gpaatéme work. These
changes have led to a process epdefessionasation (replacing qualified staff with less
qualified staff).Insufficient funding has meant that agencies prefer employingpfod; low
skilled classifications of workers in the care field of w{ivleagher& Healy 2006)

One of the few studies which has directly focused on the working conditions in the Victorian
community sector was completed by Burgia8i95) This exploratory study included interviews
with representatives from peak bodies and unionseflsaw individual workers and managers
involved in six programsShe looked at the impact of economic rationalist policies on workers
and conclude@1995,p 3) that&he application of the economic liberal reform program to
community services is seriousfpwngrading worke@wvorking condition& Bursian notes that
the Health and Community Services Department (H&@8)ch accounted for 2@ercentof all

Victorian Government expenditure at the time, was required to fiqe&sentof all savings
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savingsof $500 million between 1992996. This meant that more complex demands were
being placed on agencies and workload issues, such as more clients and fewer resources, were
having a serious impact on staff.

One of the major changes was the introduction ofpsitive tendering. In Victoria, it was
called&ompulsory competitive tendidgCCT). This had the effect of setting up quasarkets,
with thenot-for-profits andfor-profit organisations competing for government funding.
Hancock(2006)comments on the i¢torian Kennetted Liberal governme sweeping neo
liberal reform agenda for this sector. Deregulation, marketisation of services, introduction of
contracting out and new partnership arrangements for delivery systems were introduced at this
time.

Lyons (1998p 17) comments thathon-profit organizations find that not only are they told
to compete for funds along with fprofits, but they are probably not as efficient and should
grow more like business or die

Competitive tendering had, and still hag;onsiderable negative impact on community
organisations and their workforces. Nevill€2000)research on the implementation of
competitive tendering in the Australiancial welfare sectaroncluded that it has had a
detrimental impact on this sector in three main areas: loss of autonomy, reduced collaboration
and learningand increased administrative costs to agen€ieatracts were awarded to those
organisations which couldevolve hidn levels of responsibility onto low paid workérs
(Meagher & Healy 2006 11).

Mowbray (1995)° notes the Industry Commissi@focus on thrift and control including
concepts of measurable output based funding (hnumber of clients, number of beds, and number
of hours of care) in which quality is not a factor and competition amongst agencies for
government money is encouragétiis can be stressful and demoralising for workers who
believe quality of care cannot be corralled solely into minutes of Aareell, the smaller
agencies have fewer resources available and possibly less expertise to compete on a level
playing field in the tender processes. The tendering processes leave themgatisigtions
with a moreshorttermfocus as they cannot absorb thed of contracts as well as the larger
charity and religious agencies can.

Kelly (2004)makes the connection betwesmmmpulsory competitive tenderif@CT) and
high staff attrition rates in the sector. One reason for this isemmnrent funding where gta
are employed on shettrm contracts and in reality must move on to new jobs and agencies on a
regular basis. These workers have less stability in work and income, and less accrual of benefits
such as sick leave, long service leave and annual I@mexan conclude thahortterm

contracts of employment can make workers less likely to complain and challenge oppressive

10 Mowbray researched the Federal Industry Commission (IC) enquiry into charitable organisations and the

Economic Planning and Advisory Commission (EPAC) éryguato the future of the Australian Welfare State.
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working conditions and stressful working environmeftsis situation thus makes for a more
compliant workforce.

Adding to the researdiocussing upon the incorporation of Alidzeral strategies into the
community sector, Egan and Hoat4@898)have investigated state and federal-tieeral
ideology on the impact of subsequent policy directions: policy direclioeffect, that left
services in a perpetually undersourced statdhey analysed womém specific community
services in Victoria in the late 1990s under what was known a&Etreract Stat@ The
Victorian Government tendered out services that hadqusly been provided by the state
government or funded through local governmefikese researchers found that the outcome of
competition and lack of adequate resources made services ripe for developing unhealthy work
environments that lead to burnout andjor staff conflict across a host of organisations.
Week®(1996)research into woménmspecific community services also notes the heavy
workloads on both staff and committees of management and the inadequate employment
conditions and low wages.

The ASUresearch{Australian Services Union 2007states that the 1990s was the time in
which state, territory and federal governments began implementing competitive tendering for
funding and increased accountability requiremertiese changes add additional o
already ovesstretched workers and the competitive nature of tendering increases insecurity of
work tenure and reliable wages.

Compulsory competitive tendering also brings with it funding formulas and accounting
models that leave less room for profesal judgement and autonortWv/right, F 2003) As
documented later in this review, this restriction on professional judgement and a lack of
autonomy plays a role in work stre$is work situation aligns with the Demdr@@ontrol
Support model of work stresThis model suggests that high work demands but lack of
autonomy and control together with low supports create psychological d{f2mkssd et al.

2000) This is especially relevant for those workers (e.g. psychologistgal workers) who see
themséves agprofessional@and have been trained to believe in their ability to make
professional judgements and decisidWarkplaces characterised by high demand and low
autonomy take control away from workef$ey also challenge aspects of the woriers
allegiance to ethical principles of their relevant profession and professional adies.
accounting model is about numbers and balance sheets, not ethical standards ofAisaxtice.
perhaps less overtly, this professional training brings the expectation of rights to autonomous

decision making and this is challenged in a more business model of op@fatigint, F 2003)

2.3.3 The Rise of the Corporate Managerialism

Melville (1998) suggests that @onsequence dhese new nebberal policies is the rise in what

she termedcorporate managerialisim the community sector. In her view corporate
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managerialisnincludes increased accountability, a standardisation of social prognahnas a
focus on outputs. Wrigi003bp 155) suggests thaimanagerialism is the process through
which competition and contractualism are imposed onto the human se@tigasisational and
management skills and theories prevail in this environinkeyons (2007)clearly sees the term
¢Geconomic rationalis@as synonymous wittmanagerialista Munro, (2004p 1078)usingthe

termdew public managemeidtates:

Thedew public managemeimt ( Ho o dissumksStieatithe hierarchical
bureaucracies of the welfaseate are inherently inefficient and therefore tries to
introduce some of the efficiencies of the market by adopting a cluster of practices
from the private sector.

Wright (2003a)discusses the development of taelfare marketpladin Australia in the
late 1980s. This is a welfare marketplace in which corporatisation, privatisation and contracting
out prevail in the welfare sector. Similarly, McDonald and J¢2@80 p7) see the 1980and
1990s as a time of thienslaughts of manageralism and marketisét Harris (2003)talks
about the McDonaldization of social work in which there are four principles: efficiency,
calculability, predictability and controlT.hese categories appear better suited to a factory
environment than to the human services whenkers are dealing with real life experiences of
economic hardship and a wide range of health problems and &@esding(2003 p 63 sees
the move O6towar ds -marletslbased enlthe mwaleemeént ob drivatg firmss i
and norprofit organsations can be viewed as the most radical change tesstzitgy relations
since the advent of the modern welfare statebd

Wright (2003a)and Ford2004)have both commented on the negative effects upon workers
who bear the brunt of the drive for efficignand subsequent cost containment in the human
service industryThis scenario has end results in which fewer staff are left to deal with
increased workloads and subsequently less attention is paid to the impact of deteriorating
employment conditions in ¢éhdrive to keep costs down. Wrigl2003a pl52)describes the
practice environment ashaotic, isolating, harsh and controlléng

Blewett, Shaw, LaMontagne & Dollaigl(2006)extensive study into job stress in the H&CS
and the challenges to reduce giless, notes the impact of government competitive funding
arrangements artteir clear link to underesourcing and the outcome of unreasonable work
demandslin Spall and Zetlits researci2004p 285)on the sustainability of the CSS, they
comment thafthe planning of quasinarket strategies largely ignored issues of capacity of the

existing service delivery systems and organizational capacity to implement r@fSpak and
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Zetlin (2004)argue there has always been some fragility within this sectouastmarket
reforms have heightened the probles

The dominance of the ndiberal agenda leaves the-galled third sector languishings
Lyons and Passd006p 101), who have carried out significant research into the third sector
comment& bothmajor parties remain deeply wedded to versions oflibecalism, and
where no political leader is interested in the third sédtgons (2007)argues thabpportunities
for growth and survival of the third sector Wigthin the private sector due to philanthropic
characterAs successive governments have instigated business management systems stemming
from neacliberal marketing mode]she sector lies more and more outside the direct concern of
the governmenfThis, Lyons argues, is unlikely to chandgspite government rhetoric and its
putative interest in this sector.

Lyons and Passd®006)note government policies are either exploiting the commitment of
the already underpaid staff and volunteers or treating the agentiegesfit servicesCarson,
Maher & King(2007)note the view of key sector players that government funding bodies rely
on a charitable CSS to have lower overall costs due to expectations of benevolent/philanthropic
motives of workersThe sector also relies on public donationd fund raising components.
The accounting language used refers to thiwalseadded resourcirfgAs stated in the
government submission to the Equal Remuneration Case before Fair Work Australia
(Parliamentary Secretary for School Education and WorkpRedations 2010 63),

The notfor-profit sector has become moderofessionalise@ithan it used to be, and
the line between the néar-profit sector and the business sector increasingly blurred.

This language highlights how the focus has changed tlhercontent of the NFP sector to the
processesand hence the costs to the community sector of this apprathbe ignored.

2.4 Unionism in the CSS

2.4.1 Historical Antecedents

Currently the Australian Services Union (ASU) is the kaijonin the norgovernment social
and community services (SACHBdustry There is a second union, the HeatidCommunity
Sector Union (H&CSU)whose focus is wider than the CS®e latteés coverage within the
CSS is limited to some workers from disability, psychiateiviees and drug and alcohol
services.

The Australian Social Welfare Union (ASWU) was formed in 1976 and covered social

welfare workergBriggs, Meagher & Healy 2007 The concept of social welfare workers

1 Fragility relates to financial viability, capacities of committees of management, capacity to meet compliance

needs, accountability demands etc € Spall and Zetl in,
12 Although Davis noted the fotation of the ASWJ union as being in 197@avis 1987)
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included social workers and welfare workexs hey ofteni although not exclusively worked

in the community sector. The ASWU was formed in 1975 after a split within the Australian
Association of Social Workers (AASW) which was originally registered as a (Mendes
2005) The split came about ovarguments as to whether the association needed to focus its
energies on building the professionalism of social workers or on industrial (union) miatters.
the early 199Qswith the push for integration of smaller unions into larger unions, the ASWU
becameart of the ASU.

The former National Organiser of the ASWU Fran Hayes commented that the initial goal of
the union was to cover all social welfare workers as they had common interests, common
problems angmost importantlythe majority had very poor warkg conditions and salaries
(Thorpe, Petruchenia & Hughes 1993he pointed to a political environment in which both
state and federal governments had strong opposition to increasing their social welfare spending
including core costs of salaries and im0 working conditions.

Another important factor noted by Fran Hayes was that prior to 1992 the union had the
equivalent of only two futtime workers to cover the whole of Australia and that it had a
membership of around 2060According to Briggs, Meaghe& Healy (2007p 501, 498)

Workers in social and community services have long experienced some of the worst
working conditions in Australia

and

until the 1990s many workers employed in these organizations were excluded from the
most basic right of Austlian dndustrial citizenshipi award coverage and the suite
of minimum wage rates and employment conditions, otherwise available to over
90 percentof the Australian workforce.
Bursiarts (1995)research reported similar findings: excessive workloads, poor job security,
poor rewards including low pay, inadequate resources and often inadequate working
environments.
Importantly Davidson, the then ASWU Secretaginted out in his 1984 report atth
Annual General Meeting of the NSW branch of the ASWited in Briggs, Meagher & Healy

2007 p511)that

It [the award campaign] also undermines the survival strategy of the traditional
charities, also under strain from the recessidrese organisatiortsave failed to use
their considerable political power to campaign heavily for increased funding to the
welfare sector as a whol&heir strategy is taorner the markétof charitable
contributions from big business and government by keeping labour atsl tcoa

13 The interview conducted by Thorpe & Petruchenia did not note an interview date; however it must have been

in or before 1992,
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minimumé Such organizations form a powerful employer block which will unite in
opposition to award claims.

Charities, especially religioumganisitions, are still one of the biggest players in the CSS.

The long and difficult struggles of the ASWo obtain a Social and Community Workers
Award are well documented by Briggs, Meagher and HE&4l97) Union action started in the
1970s but as Lyon@001)points out it was only in the 1980s that many staff working in
community service organisationsdan to be covered by award systems. Many of the workers
in nongovernment community organisations did not receive award coverage until the 1990s.
The majority of workers across Australia in gaeial and community servic€SACS) after
much industrial struggleame under respective state awards in the 1990s; the exception were
qualified social workers in VictoriéBarraket, J 2006; Briggs, Meagher & Healy 2007)

Barraket et al(2007 p504)describes these awards@agpatchworlof relatively threadbare state
award@

As pointed out by a number of researchi{@mggs, Meagher & Healy 2007; Thorpe,
Petruchenia & Hughes 1992)further challenge in securing a united front in fighting for
reasonable standards of pay and conditions came from workers themselves within the sector
and/or as volunteers in sgommittees of the ASWU. Tension existed as to whether the sector
should beseen as industry or welfare/charityhat is, some workers absorbed the discourse
about their work being a vocation and did not see themselves as community sector industry
workers. Davig1987) in writing about the uniois history stated that the unid@s overall
purpose was to fight for decent wages for its workers as well as for welfare recipients. Davis
(1987,p p67)quotes from the Victorian Annual Report of the ASWU T19/379

The central problem about organising welfare workers into an indugianisation is

the nature of the industry in which they woBRstly, it is difficult to organise given
our wide dispersion and multiplicity of employers. But more important is the
identification that workers have with both professionalism and with veetfacharity.

This statement highlights some of the major challenges confronting workers and their
respective unions with respect to improving wages and working conditions Tduagxtensive
range of suisectorsas well as the fairly unregulated pradEmal, pargorofessionals and nen
professional demarcation linggesent significant challenges and difficulties for the sector and
its workforce.As well, there is the disparity in wages and working conditions between sub
sectorsFor example, similarlgualified workers can experience considerable differences in pay
rates between aged care, housing and homelesandsidrug and alcohol servicdsis in part
is a result of each agency determining the classification of each position. When funding from
state and federal governments is set so low and agencies commit to completing tenders with this
low funding, then workers have no choice but to accept positions for which they may be
overqualified. The important point of note here pertains to trying teatollse workers about
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their needs, including improving working conditions and work stress reduction in an industry
that is so diversified in area of client focus, agency structures and geoddgphagty of
comparison, this was less an issue for nursésein major campaign for better pay, terms and
conditions in the 1990s as their jobs and respective titles were codifietefistered nurses

and enrolled nurses), their places of work were similar (local, city and regional hospitals) and
they were gearally not run by charities nor did they have high numbers of volunteers working
closely with the paid workers.

Davigh(1987)research into the ASWU noted a challenge faced by the union delegates when
they tried to engage their colleagues in fighting fettdr wagesDelegates were told by fellow
workers that they felt uncomfortalddoutfighting for better wages when on a daily basis they
were confronted with clients who were much worse off than themséivesmparison it is
doubtful that doctors asahort, through their union, the Australian Medical Association,
would show a similar concern about their patients when fighting for improved pay and working
conditions. Clearly there is a connection to the expectations of the workers in this charity and
voluntary model.

Fran Hayegcited in Thorpe, Petruchenia & Hughes 199p8d) as the National Organiser

of the ASWU, commented in an interview about unionism and community workers:

Most community workers saw maintenance of their (often radically oriented)
organisations, rather than maintenance of their own salaries and working conditions,
as their major priority, and many saw the two as mutually exclusive conbérasof

their organisations were funded for short periods at a time, by state or federal
government bodies, and it was a common belief that any organisation &bokted

the boabby union demands would loset finding next time around.

Briggset al.(2007)argue that major players in the industrial arena such as the Australian
Council of Trade Unions (ACTU) and other unions found it difficultrecognse care work as
legitimate work and hence a legitimate domain of union strugghés.is because, it is argued,
that work of this kind is frequently seen as an extension of duties (unpaidthatrkjomen do
within the family and volunteers do for fre@learly this is in part because of the historically
maledominated union movement and subsequent culture that has evolved within Australia.

As recently as 2010 the Australian Services Union (As4$)run a nation@Respect the
Workebcampaign. The main objective of this campaign was to obtain better pay rates that
would be in line with work of similar value and content as well as commensurate with
gualifications and experiencéhis campaign higlights the fact that the battle for decent pay,
terms and conditions within this industry is far from over some tBityears on from the
establishment of the unio@oncurrently, the ASU has also submitted an historic claim for
equal pay rights for gfncommunity sector workforce with the federal authority Fair Work

Australia.On 1 February 2012 Fair Work Austra(2012)granted award wage increases that
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ranged froml9 percento 41 percentn the social, community and disability services industries
throughout Australia (the SACS industry). Such a large increase recognises the historieal under
valuing of this work.

In summary, prior to and during the early 1990s many workers in communitgeser
organistions were excluded from the most basic rights of Australian industrial awards (e.g.
award coverage and suite of minimum wage rates, reasonable hours of work, paid overtime,
permanency of employment, compensation for retrenchment, prevehhiasty and unfair
dismissals) resulting in some of the poorest working conditions in Austfalitnermore, as
outlined thus far in this thesilittle has changed since.

2.4.2 Unionsandtheir Occupational Healthand Safety Watch

Occupational health arghfety (OH&S) is inextricably linked to the uni@roverall work in
supporting workers in regards to their issues and concEneschronic underfunding of the
community welfare sector is a major OH&Sue according to théictorian Council of Social
Sewice (VCOSS)(2008, cited in Australian Services Union, Victorian Authorities and Services
Branch, 2009)In OH&S preventative language, issues such as funds are deefpdtasam
elementé* that should be taken into account when examining workplacty skif¢his case it is
the inadequate funding levels provided by state and federal governments that constitute an
OH&S issue and need action (more funding) to be part of the solution. For example, increased
funding can mean more staff employed to sharevibrikload funds to improve working
conditions and assist in the overall improvement to the working environment and utture.
important problem in respect to OH&S in the CSS was highlighted in Wagner and &pence
researci{2003) In one study they founddisturbing lack of knowledge regardittge
implementation of occupational health and safety legislations and associated practices by
50 percentof managers.

Moreover,Caulfield et a(2004 p161)di scussed Dol |l ard, Forgan and
into carectional officerghatfounddmproving working conditions through job redesign,
monitoring psychological disorders and risk factors, and improving psychological health
services resulted in positive outconsesh as lower work stress claims and high#isation of
employee assistance schem®&gagner and Spen@(2003)research in noprofit agencies
adds a further dimension to the complexity of issues in this arena by expfmaingty
management practiogsccurring due to poor resources of thistset Paucity management

leads to a tradeff where workers accept poor working conditions (income, caseloads, working

14 The termupstream elemerfiin work stress literature refers to causéwork stress originating fromutside

where the actual site tfie work stress is manifesting.
6Paucity management, a set of strategies used by paid |
ethically under resourgg 0 o r ¢ o (Whagneri& ®ansedi2003 419 )

15
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hours and quality of working environments) for increased decision making and policy
development, and increased autonomy and diversity of work. Wagner and &@@08@132-

33) conclude

To date the research found that organisations are compensating mostly by way of trading
off working conditions for other aspects of the working environment, and by expecting

managers to do everything.

The Australian Services Union commissiomedational survey of over 2100 workers in
2007 (Australian Services Union 2007a, 2007te resultant reports noted that psychological
injury (work stress) was one of the main occupational haaltlsafety (OH&S) issues within
the workforceWorkers, moeover, expressed a strong desire to work in less stressful work
environments. Workers wanted additional staff to cover workloads, including relieving staff to
cover permanent stafin leave and improved working conditioffhey saw this as necessary in
pat due to the increased complexity of client needs and the toll this exacted upon vidrieers.
report also found massive turnover of staff, figures reachinmeb@entstaff turnover in two
years.As EarlesandLynn (2009pp 106 107) state:

There are also anecdotal indications that the inability to fill or backfill positions with
appropriately skilled people is increasing workloads for existing staff and affecting staff
morale and agenci@sapacity to deliver timely and higluality servies.

2.5 Work Stress Research in the CSS

What research has been done in the CSS has been conducted primarily by the relevant peak
bodies such as ACOSS and its state counterparts, government authorities and the main union,
the ASU. There has been limitedademic researciMost importantly there is little work stress
research directly focussing on the CSS by any relevant badioss.of the work stress research
has looked at workers under the broader catedmmnan service professidnglthough
workers inthe CSS are often bracketed under this term, it also includes government workers,
nurses, emergency service personekel. The pay, terms and conditions for workers are
considerably better in government agencies.

The majority of the research in this li¢ure review, both internationally and in Australia
was focussed on medical professionals (nurses, doctors, ambulance officers). There was for
example, a comprehensive research project looking into the issues of job stress in the Health
and Community Serges (H&CS) sector in 200@lewett et al. 2006yvhichwas funded by
Work Safe New South WaleShere was a sprinkling of studies with references to Aboriginal
workers; however it was unclear whether they worked directly for the government or in the
CSS.
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Given that the CSS is predominately a female workforce it is important to mention
Messings (1997p 41) research because it specifically focuses upon issues of gender bias in
OHA&S researchShe states:

There are structural barriers to understandingotepational health of women: (1)
women and their work have been excluded from consideration by scientists in
occupational health; (2) data collection has been gendensitive; (3) data analysis
has been gendémsensitive; and (4) health outcomes asaly have not included
effects from wome jobs.

Messings more recent worfsee for example Messing et al. 2008jes there are stiiéwer
studies about women by occupational health scienfibis.gap is of concern, if only because
as highlighted byNoblet & LaMontagn€2006p 346), dccupational stress is quickly
becoming the single greatest cause of occupational diseaisé can havéar-reaching
consequences for both the worker and the workplace

A review of occupational stress interventiong\umstralia from 19930 2003 found that the
majority of interventions were individually focused despite research alluding to risky work
environment stressorall of the reviewed studies were solely conducted in the public sector
(Caulfield et al. 2004)This critique on current work stress literature feeds into the larger
arguments, tensions and challenges around social change models versus individual change
models of work stres®sychological models often tend to focus on the individuagreas
sociolggical models examine systems and structures.

The early research on work stress in the USA by Kahn and colleagues which continued into
the 1960s and 1970s focused on personal attributes and subjective characteristics rather than
situational characteristicAt the same time in the Scandinavian countries a social democratic
political approach was the focus, in which occupational stress was seen as a social and political
problem as much as a health probi@nvllard 2001a)

Lewig & Dollard (2001 p180)comment thaéthe discourse on work stress cannot be viewed
from a purely scientific perspective but must take account of broader ideological, social and
political processésThis thesis therefore includes analysis which explores work stress outcomes
emanating from Australian governmegtsecliberal political policy direction from theid-
1980s onwards.

Dollard, (in an interview withFord 2004 pt) states thafMuch of psychology focuses on
psychological perceptions, coping and reactions and missestémpopstream issues which in
turn affect organisational proces8e&imilarly, LaMontagne, Sanderson and Cod€10)
comment that the general strategies for the prevention and control of job stress in Australian
workplaces disproportionately focus omlividuallevel interventions with inadequate attention

to the reduction of jobs stressors.
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Systems and structures are central to work stress, yet most of the interventions have focused
on the treatment of the worker hersélaulfield et al(2004p 152)discus that there have been
callsfor this to changsince the 1990s. They go ongtaite dwvork stress depends primarily on
the way that jobs are constructed, constituted, and mafi@gedointed out by many
researcherésee for example Blewett et &006; Clarke, S & Cooper 2000; Dollard 2003)
stress interventions aimed at changing organisational culture or structures may involve
considerable effort, time and costs.

Working from a similar concern, Noblet and LaMonta@¢?@06 p346)state:

reviews ofjob stress interventions suggest that the common approach to combating

job stress is to focus on the individual without due consideration of the direct impacts

of working conditions on health as well as the effects of working conditions on

employee8ability to adopt and sustadhealttybbehaviours.

Following in this trend a United Kingdom review of research on organisational stress

management interventions over ten yd@iga et al. 2003hoted that the vast majority of
studies reviewed have developeteimention strategies aimed specifically at the individual.
However they note that since 2000 there has been a growing awareness of the need to identify
and address environmental stressAlso noted was the prevailing business culture that
supports anore workerdirected focus to job stresSauter, Brightwell, Colligan, Hurrell and
LeGrandg2002 p24), reviewing the situation in theSA, note that

historically € the job stress field has looked at individual and job characteristics in
relation to indvidual-level measures of health (e.g., illness symptoms), whereas
economic and organizational behaviour research has focused more on organizational
parameters in relation to productivity and other measures of organizational
effectiveness.

LaMontagne, Low, Ostry & Shaw2006p vii) completed an ktepth analysis dd0
internationally published studies on job stress interventionscamdlude thasystems
approachksto job stress armore effective than other alternatives, and that benefits accrue both
toindividuals... and to organisatiosA systems approach to job stress prevention involves
primary, secondary and tertiary interventioAREmary intervention involves a piactive look at
systems and structures within the organisation for potesitéaigessuch asn working
conditions to reduce work stresSecondary interventions are the more ameliorative and focus
on stress management prograirertiary intervention is reactive and deals with the treatment
and management of symptoms or diseaitle avfocus on getting the injured worker back to
work.

Importantly, ad.onne(2003pp 291-2) commens,

It is fundamentally a management responsibility to establish and maintain an
organisational climate and culture that deals openly with work stressesious
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trauma and burnout and does not individually label those staff who experience these
phenomena.

Mayhewds (2000p 4) work on preventing violence within organisations makes the point that

Management styland organisational culture can influence piepensity for internal
violence.lt is often difficult to make a clear distinction between bad management that
contributes to violent culture and inappropriately coercive management behaviour.

Violence in aworkplaceis a police matter; however it also causes much work stress for the
victim and negatively affects colleagues.

A number of other researchers have also supported the idea that organisational change is the
primary and the most important change agent needénkiprevention of job strefBlewett et
al. 2006; Dollard 2003; Dollard, LaMontagatal.2007; Dollard, Winefield & Winefield 2001;
Kobayashi et al. 2008; LaMontagne, Keegel & Valance 2001; VicHealth 2da6@)ever,
LaMontagneet al.(2007p 277), in a systematic review of tHieratureevaluatingob stress
interventions over 15 years (1920D05) states thaindividually focussed (low rated)
approaches continue to dominate

Working along similar lines, Noblet and LaMontad26806 p 347 8) state that the
individual orientated approaches have béeidely condemnedland arekethically unsound In
Australiaemployee assistance programr(ieaP), which are generally agency funded, are
heavily promoted. These researchers noted EAPs are ugediesty by agencies to address
work stressHoweverthese programs are about the worker adapting to whatever is causing the
problem and not about reducing the stressful work environnfrttsur 2000) Dollard (2001b)
comments that a reasonable conclussaihat it is politically expedient to focus at the
individual level rather that the organisational level in respect to work stress interveAgons.
LaMontagneet al.(2006p 49), in their extensive research on a systems appreachtment
gob stress is contentious issge

In Australia we had a change of federal government in 2007 and there has been a flurry of
government reports in relation to ttigrd sector As stated in the Community Services and
Health Industry Skills Counc{008bp 10), Gn the Health and Community Services the
excessive workload, cost cutting and changed management structures have itleeeased
challenges for workeés

In summary there has been limited research into the CSS, especially with regard to work
stressWhat has ben done, in the main, has focussed on the H&CS and Human Sekiazs.

of the work stress research has focused on the individual workers per se. A number of eminent

is the systems and structures that create the stress in the first instance, and it is within the

systems and structures that interventions must happen. Within thidiénesesystems
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approach, the major intervention needs to be primary inteoremtiwhich systems and
structures are the focus for action.

Several researchers have highlighted the important point that costs are a significant factor in
the approaches that are taken to intervention in occupational stress. The situation in the CSS, in
which funding shortages are pervasive, adds increased challenges in regards to work stress

intervention and prevention.
2.6 Summaryi Part One

As noted in the government submission toEgealRemuneration Cag€air Work Australia
2010p 63), Ghe Commurity Services Sectaoday is reflected in its complex industrial
landscape and histdiyThis literature reviewin researching possible contributing factors to the
current work stress situation in the G&#lows a link back through to the establishment of
Australia as a colonial colony. This was the beginnings of the charity and voluntary model, with
its vocational and altruistic narrative and subsequent expectations of vidrdieasiours
towards welfaravork. These characteristics were and are still part of the makeup of the CSS.
Equally important is the significance of wondeinvolvement throughout the history of the
development of the community sectdhe search moves briefly through the establishrén
the relevant union and draws out the union involvement in wakergygles including fighting
to improve wages and working conditions, both of which contribute to work stress.

An important and significant politically motivated driver is dideralism. This new global
economic direction has brought major changes and reshaped the industrial landscape in

Australia and oversealt.has had a direct impact on the CSS and the potential for worker stress.

3. Part Two: Work Stress Theories and Models

PartTwo explores what is currently known about work stress and relates this to the CSS
workforce It is an exercise in extrapolation as the litera&ireajor focus to date has been on
the broader human services and human service professionals and spe@Bealigh into the
health and community servica&/orkers in the CSS have not been a major target of work stress
researchln part this research is an attempt to fill this gap.

So far this literature review has drawn a picture of the CSS historicallycalbjitand
industrially. It demonstrates the strong connection between historical, political/economic and
industrial factors and work stress outcomes in the CSS workforce. This section outlines the
different work stress theories and models and specifittaly relevance and fit with the CSS.
Work stress research is extensive and has a long hikt@rgurious however, that the CSS has
not been a target of much work stress research when the numbers of workers compensation

claims for psychological injurgre so high in this area.
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An Australian National Survey efork-relatedinjuries was commissioned [8afeWork
Australiaand completed by the Australian Bureau of Statisti005 06 (2009 ppvii, 5).*® In
the summary of findings on the HX5 industry it was noted th&tompensation data only
captures six in ten serious injuries occurring in this industry with those involving mental stress
particularly undercountédSecondly, it was noted théExposure to mental stress accounted for
a higrer percenage of injuries to H&CS workers than for all Australian workergirdly, they
noted that twehirds of workers in this industry who incurred a woekated injury did not
claim workers compensation and it was suggested that job insecurityavepéen a
significant deterrent here.

3.1 Work Stress Theories and their Relevance to the Community Services Sector

There are many different theories in relation to the causes of work 3toems.extent, the

theories overlap and complement each otellard (2001b)has noted the following

groupings stimulus/response combinations; interactiorebus transactional models;

sociological versus psychological paradigms; and those with environmental versus individual
emphasesiccording to Ddlard (200lbp 1 6 ) , i nteractional theories f
features of a persondés interaction with their
focus on O6the cognitive processes and emotional
interaction with theie n v i r o Two enodelHthat come under timeractionakheory

umbrella are thdemand control supportmodel(DC/S) andthe Job DemandResources

modelof burnout These will be detailed due to their relevance to the CSS workfasceell,

the Effort Reward mbalancgERI) model as part of the transactional models group will also be
discussedissues inherent in psychological models compared to sociological ones will also be

examined.

Karask 6 s (1979 pComrel theory Dfevorlastress propose t hat 6j ob str ai
occurs when job demands are high and job deci or
p69) expanded the 6éoriginal demand/ contr ol mo d e
di mensioné. They al so r eaeoogpléxsand therd negplie mangr Kk envi
factors that contribute singly or interactively to work strain.

Siegrist (1996 p 29) shifted é6the focus of an
DC/S model, when he developed his Effort Reward Imbalance model. The focus ofithe ER
model, he said (Siegrist, 1909 @patiopallieTvhereéi s on r
high-cost/lowgai n condi ti ons are considered particul ar

approach was particularly justified due to changes in the labour market such as lowered job

16 Note some RSEs (relative standard errors) were betweandB® percent in this Safe Work Australia

research
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security and casualisation. A study of over 11,008cB workers (de Jonge, Bosma, Peter &

Siegrist, 2000 p 1319) substantiated the relevance of both the DC/S anditheoB&Ss, but

foundthatthe ER  mo d e | produced O0relatively stronger e
The Job DemaneResources model was originally used taraine burnout in non human

service fields (Demerouti, Nachreiner, Bakker & Schaufeli, 2001). Demerouti et al (2001, p

500) defined the core dimensions of burnout as

Their study of workers in three fields (hunsarvices, industry and transport) aimed to

demonstrate that burnout is a phenomenon that occurs in all occupations, not only the human

services. They (Demerouti et al, 2001 p 501) de

organisational aspecto t he j ob that require sustained phys

recourses as O6those physical, psychol ogi cal , sc¢

do any of the following: (a) be functional in achieving work goals; (b) reduce job deratind

the associated physiological and psychological costs; (c) stimulate personal growth and

devel opment 0. Organisational resources incl ude

and diversity of work. The HR model expands the DC/S model by masing that job

demands and job resources, rather than control or social support per se, can mitigate job strain

(Bakker & Demerouti, 2007). Bakker and Demer out

overview of the Job DemandResources (MR) modedb and concluded that it

extends both [DC/S and ElRmodels and is considerably more flexible and rigorous.

Dollard, LaMontagne, Caulfield, Blewett & Shé2007)extensive review of the literature
on job stress in the Australian anddmational Health and Community Services Sectors notes
the Job DemandResources (JHR) model as a comprehensive and significant approach to

understanding the complexity of work streBsey(Dollard et al, 2007 p 42Gay.

The JDR model proposes that woenvironments can beategoried according to job
demands or job resources. The main hypothesis to be drawn from the model,
relevant to this paper, is that high job demands predict adverse psychological and
physical health consequences, and thatjtwresources will, by definition, increase

job demands and will therefore foster burnout and health consequences.

This model clearly has relevance to the CSS in which there are high demands/workloads
with limited job resources to complete the wdrke Nav South Wales Premié Department
(2003)identification and risk management strategy with regard to occupational stress in general
acknowledged high workloads, low levels of job control and lack of personal recognition and
reward as indicators of streskfuork and subsequent hazards. As previously documented, high
workloads and lack of personal recognition and reward are significant factors occurring in the
CSS.These negative work issues fit well in the Effort, Reward and Imbalancé (aé&del of

work dgress.
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In a large scale Australian study by Kendall, Muenchberger @NeitD(2003 p52the

authors state:

The importance of work supports in both the prevention of poor mental health and the
promotion of good mental health was found repeatddlgartiaular, the quality of the
work environment and the relationships amongstvodkers was crucial.

Dollard et al.(2000)researched a public sector welfare agency with a focus on psgcled
job strain using th®emand Control Supportmodeb(DCS). This simply is a model in which
one explores the demands on the worker (high or low), how much control (autonomy) they have
and how much or how little support they receive from colleagues and supervisors. Researchers
using the DCS model view job strain@smarily located in the structural organisational
aspects of the work environmehtere the focus is on job redesign as the key element to
improving workerwellbeingand productivityThe model hypothesises that workers are at the
highest risk for psylwlogical or physical disorders when their duties combine high demands,
low control and low support from supervisors and emookers.Dollard et al.(2000)conclude
that the increase in demand for human service indusiigssthe current political coeit of
government cutbacks in resources to this industry, puts workers at high risk in terms of
increased health problems, specifically psyshoial health problems.

Lloyd & King (2004p 752)notet hat &ébur nout is uswually thought
chron i ¢ s TheyeisadaSlach§durnout inventor§which describes burnout & complex
phenomenon which consists of emotional exhaustion, depersonalisation and reduced personal
accomplishmené . Burnout is commonly associated with human service workers, specifically
in relation to chronic interpersonal stressors on the job, from working with a constant load of
clients with complex needs. Although Dollaad,al.(2003 p286) commentivery few stidies
have addressed the issue of burnout and work stress-govemnmentnot-for-profit and for
profit organisationg

Burnout in professions such as social work is often seen as ineviiaever as
Thompson, Murphy & ONeil{(1996p 663)suggestdhe question should not be: Whathg
weakness in this employee@thvhat is the weakness in the organization that allows this to
happen8Duffy (2008 p31) commenteddn the community sector stress is commonly known
as burnoubtAs Dollard(2001ap 7) states Empirical tests of the burnout model reveal that
strain results more from operational and organisational aspects of the job than from dealing with
difficult clientsd This could not be more relevant to the CSS when looking at factors in the
devebpment of strain in the burnout modklis important to note that in the research literature,
these two terms have distinct meanings. However in the general parlance of workers and the

broader community, burnout and stress are synonyridéoik overload)ack of control,
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insufficient reward, breakdown of community, absence of fairness and value conflict are all rife
in the CSS.

Lloyd & King (2004)highlight concerns about the diminishing morale and increasing
burnout among mental health workers and thestijpre of the longierm sustainability of
intensive community services. These researchers state that due to the levels of stress and
burnout there is a need to consider staff, as well as ,aiettomes, in assessing the leegm
effectiveness of serviamodels. This is a salient point as much of the narrative about service
provision does not include even a cursory focus on the needs of the human retmrces
workers.

The2010 VCOSSlatform documengVictorian Council of Social Service 201fdy the
2010 Victorian state election states that workers in this sector deal with difficult and demanding
work, yet are still generally undervalued, ung@id and experience regular poor working
conditions. In this same year the Harsa Neville Victorian State MPnoted(Neville 2010
p 1): denefits to a low paid, predominately female workfartdese statements from the main
funder of the sector, the government, acknowledge the poor situation for workers in general in
the CSSAs documentedhere appears little positive change occurring and the current work
stress claims in this sector remain high.

In the Australian Services Uni¢2009p 3) submission to the Victorian State Government
2009 10 budget it is claimed thdhe Community Sector experiencing a workforce crisis.

While this crisis has many contributing factors a core reason is poor pay and coaditions
According to ACOS$2009, cited in South Australian Council of Social Service 203)) staff
turnover rates in the Community Siees Sector Australivide have approximately doubled

from 2003 04, when they were 16 Bercento the 200809 figure of 29.JpercentMore

recently, Pegg2009)notes the elephant in the room in the Productivity Commission 2009
report in the contributions of the NFP sector in which there is no mention made of recruitment
and retention of workers, job security or wages in strategies to improve efficiency atigesffec
operations in noprofit organisationsKeenan(2009)mentions twenty years of neglect in

respect to workforce planning and development for the community s€etimonand Kerr

(2010p 82 commens on the piecemeal approach to workforce sustainghititganisation by
organisatioy and the urgent need to adopt an integrated and consistent employment framework
across the sector.

Alongside recruitment strategies, there also needs to be a focus on developing strategies
about retention of staff, incluay strategies to reduce burnout amongst workers within a work
stress prevention approa@tanley, Manthorpe & Whit€2007p 295)studied depressed social
workers and concluded thatnless retention also forms part of this strategy, the effect may be

to simply create a younger workforce which burnout éarly

Page45of 201



Barak, Nissly & Levin(2001)completed a metanalysis of antecedents to retention and
turnover in the human services field in America over a twgagr periodThey noted the
limited amount of ressch that has been conduct&étie research concluded that stress, burnout
and lack of job satisfaction are important contributors to turnaleyd et al.(2002)mentioned
a lack of systematic research on stress and burnout among social weukérsrmaoe, they
noted the connection between stress and organisational factors such as lack of funding,
personnel shortages, high worker turnover rates, lack of linkages to other work units, attitudes
of other health professionals and working in a bureaucraticomment. Coyle, Edwards,
Hannings, Fothergill & Burnar(P005)reviewed research from 1966 to 2000 with relevance to
stress and social workers, including in particular a focus on social workers in the mental health
area. This systemic review which covetbe United Kingdom, Europe and the United States of
America foundb2 relevant studies although it focused on only 19 of thHBse.salient point
here is the limited number of studies ovédayear period. Importantly, they comment that
there were ngtudies focussing on evaluating stress reduclibe.question arises here as to
whether there is a hint of paralysis in diligently researching work stress red Dby s
(2008)research on the OH&S education needs in the Community Sector in Viodidated
that stress is one of the top three OHS issues that needs addressing in thiBugfgdraws a
link between inadequate funding and its negative effect on improving OHS standards in this
sector Keegel, Ostry & LaMontagrie (2009)research, ctdted from 2003 datdighlighted the
elevated workers compensation claims as well as heightened job strain in the H&CS sector in
Victoria.

Other writers draw attention to the importance of language in constituting the nature of the
problem to be addressd@leinman(2007)for examplediscusses language and how powerful
groups (government as the funders and employers) often use language to disguise harming less
powerful groups (workers) by drawing on a culturally acceptable rhebottise CSS for
example the major focus on work stress intervention is upon the indivi@ibal effect is to
pathologise the victim, rather than draw attention to the dysfunctional nature of the labour
process itselff-or example the VCOS&009 2010p 025) annual reporstates:

Occupational health and safety (OHS) is a big concern for community sector
organisations, whetherGit about how to safely lift a frail, sick, or injured service user
or how to make sure staff cope with the often ksgless environment they worn i
The discours@owever unintentionallyfocuses on the individual worker being made more
Gstress prodj rather than addressing the structural causes of work stress emanating from within
work environmentsAs stated by Blewettt al.(2006 section 6 p4), ¢Ghe evidence base of
causes of work stress in thiealth and Community Serviceectoris strongand clearly

identifies work organisation factdrs
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3.2 Work Stress Interventions and Prevention Modelén Community Service Sector

Whiteheads (2007p 475)research makes note of Kara@efourth work stress intervention in
which there needs to be aoknowledgemerntif theeffects of macrepolitical policy outcomes

that effect work stress wvorkplaces:

Thereareentry points for interventions to influendeetoutside pressures imposed on
workplace organisationdMarket conditions and rules about competition, national
labour relations programmes which influence employmatas job security, wages,
national levels of unemployment, etc, potentially have aehimgpact on the
psychosocial stress experienced in individual workplaces, even though these macro
policies are outside one organisaf®aoontrol (promoting healtimacro policiek

Global nedliberal policy directions from the mi#i980s are a good exammieexternal
economically driven policies that have had a significant effect on workplaces and subsequent
work stress outcomes for workers across the world.

Dollard et al (2006)note the mismatch of demand and resource allocation in tl&SH#d
how this emanates in part from the legal, sqmtitical and economic context and how this is
linked to the strain evidenced in the sectamgitudinal datdrom a study in 2004
demonstrated a link between work stress, compensation claims amd taskurces on the job
(Dollard 2004 cited in Ford 20044 2004 review of the occupational stress interventions in
Australia over the previous ten years notes the lack of published intervention research and
suggests one possible reason is the feardgnistions that such research could lead to
increased recognition and subsequent compensation ¢l@antfield et al. 2004)

There has been important research raising concerns about the actions taken by
commonwealthstate and territory governments. Lelgtive changes have been implemented
that in essence attempt to reduce the costs of compensableaasss claims by imposing
special legislative thresholds on such claiAccording to Guthrie, Ciccarelli and Bak{2010)
all this does is shift thenjured workers into the Medicare a@eéntrelinkareasThese
researchers see this as a cost reduction approach by Australian governments which they call the
dackendapproach. Most importantly this action has serious implications for work stress
intervertion. As Guthrieet al.(2010p 110 )state d.imiting access to stress claimants through
legislative exclusions is a reductionist approach that does not encourage interventions at the
organisational level that may prevent or reduce the developmentss diserders among
workerso

According to the Australian Safety and Compensation Co(@@i6bp 20) &ocial welfare
professionals have an alarmingly high incidence of mental &tFegthermore it was suggested
thatdhe Health and Community Servicaieng with education and personal and other services

would be the best areas in which to implement preventive a@tions

Page47of 201



Comcaré’ (2008)recognises that stress and psychological injury are often symptoms of
organisational problems which need organisatisphltions.Comcarés (2009 p5) central
message is thdh holistic systems approach to the management of-vedaiked psychological
injury is more effective than individual interventions aléne

In this literature review a systems preventative approajdbtstress has been described and
outlined as a comprehensive and beneficial work stress preventative hodeler as
LaMontagne (2001) points out in an overview of the international work stress evaluation
literature, tertiary intervention progranmot primary preventionare most common, even
though integrated primary prevention strategies have the best preventative potential.
LaMontagneet al.(2006 p82) conducted research in Victoria and comment:

Intervention efforts in health and community serviaaes other sectors with elevated
job stress claims should be continued and expanded to integrate primary, secondary,
and tertiary interventions in a systems approach.

It is well documented that work stress is a significant concern globally and yeh#seoeen
little research on evaluating intervention stratedids.argued that a systems approach
(primary, secondargndtertiary) is effective. The major dilemma which surrounds the interest
in research focussing on a systems preventative approuh @SS is the general inadequacy
of the funding to the sectadrhe literature shows that there are significant consequémceas
this funding shortfall, especially poor working conditions and their link to work stress and high

work cover claims for psychagical stress injuries.
4. Part Three: Summary 1 Where Have We BeenWhere Are We Now

It is clear from the work stress literature that poor working conditions play a significant role in
creating job stressofsee for example Keegel, Ostry & LaMontagn@20_aMontagne,

Sanderson & Cocker 2010; Noblet & LaMontagne 20Dé&Montagneet al.(2010p 32) state

@Job stressors are working conditions that increase the risk of job stress and job stress increases
the risks of mental and physical illness, as wepp@s health behavio@rPoor working

conditions are part of a poor work environment and work cultures in agesoiteappear to be

an industry norm in the CSS.

In 1988 Surbey1988)wrote a handbook relating stress and poor working conditions in the
welfare sector and it is apparent that not much has ch&igexhrs onThe Australian Services
Union News(2010)states that workloads, stress, bullying, harassment and occupational
violence are the most significant OH&S issues in 2010 in the G®&SafeVictoria (2010b

slideno.5) points out that the community servigedustry is one of the highestaiming

17 Comcare is the federal government rehabilitation service for the federal public servant workforce.
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industries in 200i708 data. They also state thadrk-relatedstress is a Kerisk in community
servicesEven though Safe Work Australia targeted Health and Community Services as one of
the priority industries in its National OHS Strategy 208212, the Community Care Services
sector recorded afrcentncrease in serious injyincident rates according to the latest data
from 2007 08 (2010b)

Community Services occupations in 2006 accounte8.Bpercenf the total workforce
nationally and the whole Health and Community Services labour force was oplgréeht
(2009) It can be argued that this smpdéircenage has a bearing on both state and federal
governments in terms of genuine priorities in development of policies and subsequent remedial
action.Furthermorea significant dilemma for governments of all persuasiotiseis reliance
on the CSS having ihuilt cost containments such as the free labour of volunteers and the low
wages paid to the predominantly female workfoildes highlights the challenges in seeking
pay equity and raising the bar for better working étmas in an industry known for people
giving their free and or cheap labour.

Kosny and Eakiés (2008)study touches on a connection between empathy and possible
elements of emotional blackmail and a link to the marketisation of social seiMess, he
poorly funded agencies have some sort of reliance on wédarsnitment, values and even
preparedness to take risks for the clieftss clientcentred discourse can leave workers
exposed to occupational health and safety risks. The vocational asfhetsvork and sector
can lead to work stressors.

There is however, a most important overarching spoliical framework which has had
far-reaching ramifications with respect to the nature of work and social governance in general in
recent yearsGlobd changes that have significantly affected work life in many countries and the
implementation of nediberal policieshaveintensified pressures on an already stressed sector.
Dollard et al,(2007p 439)noted in regards to future researérhe lack offocus inresearch on
the broader legal, socjmolitical, and economic context has meant thastupam interventions
that focus on legal/policy changes have been avadéis thesis makes a modest contribution
to filling this lacunaWithin the CSSneacliberal policies nationally and statdde haveit is
argued, a damaging effect on workers.

As detailed in this literature review CSS organisations have been chronically underfunded
since their inception. Relianom state and federal funding has metrat the CSS is quite
vulnerable to nediberal austerity programs and cutbacks. This chronic underfunding is a
significant problem for agencies in the sector and it has serious netfativen effects
including poor working conditions for workefoorworking conditions (e.g. high workloads,
inadequate supports) as the literasmewscan and does lead to work stre&Semcarg2008)
states that work pressure accounts for aroungeb€entof psychological injury (work stress)

claims. The Comcare guid2009)gives examples of organisations such as the Australian Tax
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Office, theCSIRO and the Australian Federal Police, who are taking proactive actithwe for
prevention of psychological injurie§hese organisations are large government entities that hav
sizeable budgets, substantial human resource departments and a strong union presence
comparedo many community sector organisatioAs. Vicary & Henley(1999p 339) note
Mdependence and inadequate funding are-kiagding characteristics of the rgavernment
community services sector

Structural barriers are a key difficulty both internally and externally in the CSS throughout
Australia and elsewheras Vicary and Henle¢1999 p 340/ 1) comment:

These barriers are both internal and exteriiéle internal barriers are those of
disorganisation, divergence and lack of identity, while the external barriers are those
of state agendas driven by economic considerations and implemented by
administrative and managerial reform. While these reforms incladécipation in

some processes, the determination of policy remains with the state.

A good starting point for base line change in terms of the CSS was stated by the @ouncil
Social Services netwoi(2009 pl13)in its submission to the proposed Compadiveen the
Australianfederal governmerdand the nofor-profit sector:6There is also a need for cultural
change, in which the work of the community sector is recognised and respected

Another important driver for change is the financial situatidre Nd@ional Health and
Safety Commission noted in 20Q8ted in 2006kpp 11, 8) thatthe costoivo r k er s 6
compensation claim®r stressrelated mental disorder in Australia is estimated at $200 million
every year. ASCC also stated thatémost of thesvidence points to aspects of the work
environment which contribute to the experience of stress in the indiGidaMontagne,
Sanderson & CockgR010)quote the Safe Work Australia estimate of $209 million for new
dmental stres¥claims lodged in 200®7.

As Lonne(2003p 303 point out this is a politically delicate exercise:

The political sensitivity of these occupational health and safety issues should not be
underestimated. In a human service environment that is severely resource
constrained, dealing holistically with occupational stress can be viewed as too
expensive and therefore to be left in & hard baskét
| shall return to these concerns in later chapters which discuss the $irietgeeen micro
economic organisation of working arrangements in specific organisations and wider social and
political narratives and practices. In the following chapter however, | outline the research

methods and methodological approaches chosen to denipderesearch.
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Chapter Three: Methodology

1. Introduction and Overview

This chapter provides an overview of the research design and methodatdigiedin the
thesis.Included in this chapter is the rationale for the research method, a descriptien of
research sample, and an outline of the methods used in data collection and ditedydigpter
also covers modes of synthesis, ethical consideratimka brief commentary on the
limitations of the methodologyhe chapter details why a construigt epistemology is
adopted as the key research approbthgral to the thesis are tid&oried realitie8of the
workers themselvesience this chapter outlines whyanstructivisiapproachusing thematic
pattern analysizas adopted and presents m@swhy an examination of workéstress must
be informed and supported by feminist and structural social work theories.

1.1 Overview of the RsearchDesign

The purpose of this study is to explore workersderstanding and experiences of work stress in
the Community Services Sector (CSS) in VictoHance the research is designed to explore
and gather workeéstories about this important issUdis exploratory study seeks to generate
new ideas and undganding of work stress in the CSS from the perspective of workers
themselvesA major focusthen, is on hearing and analysing what the workers themselves are
saying about the nature of work stress in the sector.

As Dollard(2003p 10)statesdh u n d e r s tstaesdd furthay conféunded by the fact that
the concept of stress not value fre@ Viewed through this lens, occupational stress can be seen
as a social and political issue as much as a health proberkergviews are thus deemed
important, indeed central.

A qualitative methodology (see below) is used throughidut. major research question is:
What are worke&gperceptions of job stress in the sector and what processes do organisations
implement in order to ameliorate job strazsheCommunity Services Sector Victoria?
Worker®ideas for improving work stress were also canvassed.

The contextual setting for this research is the CSS in general. Participation in the research
was sought from both regional and urban areas as svibian any suisector within the CSS.

As stated in preceding chapters, there has been minimal research with a) a focus solely on the
CSS, b) work stress research specific to the CSS and c¢) work stress research with a focus on
what workers have to say abagcupational stress.

A selective and ongoing review of the literature was conducted to inform this Shely.

areas of focus in the literature review were: relevant historical research about the CSS, including
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global and Australiavide research on the effts of economic rationalism and its impact on the
sector; research into work stress theories, work stress intervention and prevention staaitegies;
work stress research with specific relevance to the CSS.

Specific research with a focus exploring aciuatkergviewpoints about work stress aided
in the development of the questions for the interviews and focus g®ogsfically, Gillespie,
Walsh, Winefields, Dua & Stou@k(2001)research into occupational stress in universities and
its focus on stafperceptions of the causes, consequences and moderators of str&ssireamd
and Jone¥(2005)research into worke@sepresentations of workplace stress informed the
development of this researchhe former involve®2 focus groups in universities across
Australiaand thdatter utilised semstructured interviews with1 individuals from a range of
occupations.Both these research projects successfully captured the essence and meanings of
exploring what the workers had to say about work stress aodnsgquences.

Similarly, the research design for this study incorporated two traditional methods used in
empirical social work research, specifically interviews and focus gr@gey 2009)
According to Carey2009p 113)&Eemistructured interviews coaih a combination of both
pre-planned and unplanned questions, with the latter allowing the interviewer some discretion to
create new questions in response to participarswerd

According to Linhorst(2002, cited in Carey 2009d.29 30) the potentibrelevance of
focus groups is thathe method can support social wirkinique perseim-environment
perspective, the capacity of focus group research to be combined with other methods such as
oneonone interview® and the educational, therapeutic amsbowering potential of focus
group meetings for participaits

After prolonged drafting and piloting of potential questions, a final set of four questions was
settled on and used alongside probing questions that aided unpacking and expanding upon
answerghat were uncleaflwo colleagues who were familiar with the research proposal were
engaged to evaluate the range of questions drafted as a further critical eye to finding appropriate

and balanced questior&he four questions asked in all methods of datkection were

1. Whathas prompted you to participate?

2. Can you talk about your personal experience of occupational stress and how your
agency responded?

3. What are your ideas/views for reducing job stress in the community s&ctor?

4. Haveyou anything else you would like to say in regards to work stress?

18 The questions askedaut the community sector and not the Community Services Sector due to realisation of a

sector name change occurring post development of the questions.
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These four questions had a clear link to the overall research question: what arebvorkers
perceptions of job stress in the sector and what types of processes do organisations implement in
orderto ameliorate job stress in tRB®@MMunity Services Sector Victoria. Workers who

declined, or missed the option of having an interview or attending a focus genepinvited to

answer the same four questions in writing and email or post their respmaweto the

researcher. The same opamded questions were used in all the data collection proc&sses.

set questions were opemded to allow for the opportunity of-gepth answers.

2. Rationale for Using a Qualitative Research Mthod

The contextuasetting for this research is in the interplay between workers and their
organisational setting in which occupational stress océur€ooper, Dewe andd@riscoll

(2001p 225)state Gyualitative methodologies expose meaning rather than impose it and they
make naa priori assumptions about the nature of the data coll@cdedording to Bloomberg

and Volpe(2008p 80), the fundamental assumptions and key features of a qualitative stance

include (a) understanding the processes by which events and actiendaed, (b)
developing contextual understanding, (c) facilitating interactivity between researcher
and participants, (d) adopting an interpretive stance, and (e) maintaining design
flexibility.
In a general sense the power of social science researdksigxploratory and descriptive
nature As Tisdale(2004p 14) statesdvatching other people live their lives, asking people
about their experiences, and using words to tell ofistérsies are hallmarks of social science
research methods

Furthermoreas Denzin and Lincol(2008p 14) comment:

Qualitative researchers stress the socially constructed nature of reality, the intimate
relationship between the researcher and what is studied, and the situational constraints
that shape inquirySuch researcheremphasize the valdaden nature of inquiry.
They seek answers to questions that stress how social experience is created and given
meaning.
In respect to situating this research in an epistemological and theoretical framework, the
perspective is a consietivist one in which the role of the researcher is interpretive.
constructivist epistemology is one in which meaning is constructed as a result of the interaction
between human beings and their wqddnes, Torres & Armino 2008)Vhat is important is
@he meanings and interpretation people ascribe to or make of [their world], for it is these

constructions that medi ate their behaviour 06

Page53of 201

( G



A qualitative method fits well within constructivist epistemological assumptions about

knowledge, as Bloomberg and Vol(#008p 80) state:

Qualitative research is grounded in an essentially constructivist philosophical position,
in the sense that it is concerned with how the complexities of the-caltimal world

are experienced, interpretteand understood in a particular context and at a particular
point in time.The intent of qualitative research is to examine a social situation or
interaction by allowing the researcher to enter the world of others and attempt to
achieve a holistic rathéinan a reductionist understanding.

In addition, as Corby2006)notes, a constructionist approach is a preferred option for social
work researchers in that the goals are consonant with those of social work in which there is a
strong attempt to view the wid from theclientls perspectiveSemistructured interviews are
very much a constructionist methattcording toCooper, Dewe and &@riscoll (2001p 216),
Gsocial construction emphasises the imporasfcunderstanding the procdébsough which
individuds construct their social realfiyContextualised vocality is thus a crucial ingredient to

such approachemiterpretive theory, Caref2009p 152) states,

embodies and supports the core principles of both life history approach, and
qualitative researchni generali emphasizing and allowing participaftsocal
accounts to take precedence, while also contextualizing and framing these
perspectives wiiin a theory.

D&Cruz& Joneq2004p 51) have also tried to spell out the epistemological assumptions of
an interpretivist paradigm. They staknowledge arises from interpretation and insight and is
grounded in empathetic communications with the subjects of the regearch.

A broadly based femist epistemology also underpins this reseafcbasic tenet of
feminism has long been thédhe personal is the politicaFFeminist research includes a number
of tenets that are important within this research: it recognises that neither researcht ier wha
studied is value free; it sees context as crucial; it is concerned with examining the relationships
between the social and the personal; and it recognises the need for change (Cosgrove &
McHugh, 2000).Reinharz1992)hascommentedhat generally a@pted within feminist
research literature is the idea that personal experiences are a valuable asset to feminist research.
As documented in the literature review chapter, the CSS historically is a female workforce and
its workers have, and still are, exigercing poor working condition3.his reason alone makes
research into the CSS very much a feminist issuas Mohanty(2003 cited in Denzin &

Lincoln 2008p 319)statesdé feminists need to consider questions of power, equality, and
justice in ways tht address context and recognition of questions of history and expérience
then the highly feminised nature of the CSS workforce demands such attBaotyb1990

p 109) notes A feminist approach makes you aware of relationsafgmwer, of who gets

what and whyd
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The researché& theoretical perspective is therefore informed by a body of knowledge
referred to as feminist/structuralist theory. Structural Social Work theory was developed by

Maurice Moreau. Moreau in collaboration with Leon@évtbreau & Leonard 1989 p) states:

The political and theoretical basis of the Structural approach rests on a contemporary

Marxist analysis profoundly influenced by feminisirhis Geminized Marxism does

not prioritize class over all other exploitative social division, as orthodox Marxism

argwes. Rather, it is an analysis which places alongside each other the divisions of

class, gender, race, age, ability/disability and sexuality as the most significant social

relations of advanced patriarchal capitalism.
Structural social work theory focuseso 6t he i nterpl ay between the ag
structuresd (Weinberg, 2008 p 1).

According to Carniol(1992 pl), Moreaus Structural Social Work theory includes:

€ maximizing client resources; reducing power inequalities in ¢heotker
relationships; unmasking the primary structures of oppression; facilitating a collective
consciousness; fostering activism with social movements; and encouraging
responsibility for feelings and behaviours leading to personal and political change.

Carniol(1992)discusses Moreds work ondunmasking structurésThis is particularly
relevant to this research on work stress in the CSS where the aim is to draw ondvorkers
narratives in order to unmask the structures that create work stezg= this thesis turnseh
structural social work lens onto the workérke literature on the human services field in
general has a strong emphasis on secondary and tertiary interventions in which the approach is
to treat the symptoms expressed by the worker rather than thesystd structures that play a
major role in creating the stress in the first place. This thesis focusegumpoaskingsystems
and structures in the CSS in respect to work stfes® the perspective of the workekence,
it seeks to detail what workehave to say about agency structures including management, and
their specific dealings with job stress.

The predominantly female workforce of the CSS does experience quite specific forms of a
gendered disadvantage and discriminatidre approach adoptéere seeks to demonstrate and
illustrate how and why this occurs.

Gender segmentation and gender segregation of the workforce and gender divisions within
the family have been objects of feminist analysis for a long tkithin structural theory
gender opression is seen as comparable to other forms of oppression such as class, race and
sexual identityfWeinberg,2008) As Stanley and Wis@993p 211)state:

Constructionism, there should be no doubt about it, is fundamentally inscribed within
feminism;and a defining element in all feminist theorizing is its treatment of gender
as socially constructed and of feminism as the remaking of a changeable and non
essentialist gender ordéll feminisms are by definition constructiorsst
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2.1 The Framework

Within the framework of a qualitative research approach, the methods used in this study were a
combination of semstructured interviews and focus groups. It was felt that this approach

would provide room to explore and capture the woldexperiences, knoedge and

viewpoints about work stress in some depth. In general, qualitative research is usually

associated with depth and detail. As Joetesl.(2006p 188)state Gstrengthof qualitative

research is the opportunity to delve into the complexitiededf Cho and Trent (2006, p 238)

note that the emphasis in qualitative research is on constructing texts in which rich descriptions

are salient and in harmony with analytic intergy

A key task for the researcher was to give a voice to workesaghrinterviews and focus
groups.t was also an accessible and relevant method for gathering research data. There is a
silence surrounding workers experiencing work stress in the CSS as evidenced in the limited
research found in the literature review deap

Interviews provide detail about an individ@alnderstanding and experienEecus groups
use group interactions to produce data and insi§ltaus groups also open up the possibility of
reaching understanding that often remains untapped by moctusérd methods.

According to Liamputtong and Ez£2005) some of the benefits of focus groups are: they
are excellent when a researcher needs to obtalapth knowledge of sensitive subject matters;
their flexible nature aids the discovery of hiddemoexpected information; their most visible
strength is in the interactions of group members which assist in producing information; and they
are known for having an empowerment experience for the participants.

Importantly, it was felt that this approachdnrempowerment potential for the workers
themselvesit offered the possibility that telling the stories could lead to a therapeutic effect for
participantgTisdale 2004)More specifically, through focus group interviews, there was the
potential of empowenent via workers sharing and hearing from each other about job stress, its
sources and CSS agency responBlsse processes assisted in normalising, demystifying and
to some extent, dstigmatising workers who have become stressed due to the natueg of th
workplace.

In these scenarios workers, together with the researcher, have the opportunity to gain a
greater understanding of work stress while at the same time attain general knowledge about
agencie8level of commitment to addressing job stress. Sirtyi] interviews can be seen as an
empowerment process by providing an avenue for sharing experiences and views on this
research topidBoth feminist structural social work theory and research emphasise the
empowerment of participants as both a legitinsate of research, and a potential measure of
validity (Cho & Trent, 208).
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As Liamputtong and Ezz{2005p 4) commeni Qualitative methodé place interpretation
process as the centre of their practidee interpretative process refers to the way pealple
interpret and give meaning to events and thirifjse challenge in this research has been to
capture and draw out the essence of meaning in what the wintkenatives are saying about
this oftensilenced health issue called work stress in the @38imary concern of qualitative
research is to develop rich descriptions from which locally interpreted meanings can be
elucidated (Cho & Trent, 2006).

There is a growing awareness of work stress as a significant issue at a research level and as
Liamputbng and Ezzy2005p 5) state QQualitative data are more powerful in allowing an
understanding of the context issues that have become the concern of public health in recent
year® The authors noted the success of qualitative research in the health Bphiéermore,
as documented in the literature review chapter, mental health, including psychological injuries
sustained by the workforce in general, is a significant issue.

3. The Research &mple

Purposive sampling was used in this research in line hétlidea thaéthe logic of purposeful

sampling lies in selecting information rich cases, with the objective of yielding insight and

understanding of the phenomenon under investigafiRlnomberg & Volpe 200® 69).
Furthermore, as Lunenburg and I(2p08p 177) state:

The purpose of qualitative research is to obtain adejth understanding of
purposively selected participants from their perspectiVeus, if you conduct
qualitative research, you should purposively select participants who meet chigdria t
will provide a sample that is likely to yield the type of information you need to
achieve your purpose.
In this research the purposive sampling criteria was designed to select workers who were
employed in the CSS in Victoria and who had interest insthge of occupational stress in this
sector.

Initial contact was made with many peak sdttor organisations that make up the
community sector field® This approach was taken to inform the peak bodies of the planned
research, gather relevant backgrodath and views about the research propasalvellas
requesting assistance to distribute information on the research project to their respective
agenciesMost of the contacts were with workers in senior/angolicy positionsThe
researcher was gendyadirected to these personnel in the initial contact with the agency. This

approach was successful in raising awareness of the project.

19 The CSS is made up of various sséztors and many agencies come under ssator representative

organisation.
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Though general in nature, the conversations with senior staff provided the researcher with
rich contextual backgrourkhowledge and understanding about the current state of play in
varioussubsectors of the CSS, as well as links for the future dissemination of the research
findings.

This approach also enabled significant gathering of background knowledge about the many
and varied suisectors that make up the CSS. As well as the rich views and opinions expressed
about this research topithese contacts were helpful in gathering potential leads to be followed
up at a later date, such as relevant contact with other CS&pHne contact was usually made
by telephoneThis form of communication offers a greater potential for information gathering
and sharing as well as its potential for empathy and connectedness through the instant
interactive nature of spontaneous dialegu

All bar one organisation expressed a willingness to distribute material to their respective
membershipContact was made with peak sséxctors bodies and CSS agencies, including:
Association of Neighbourhood HousasdLearning Centres (ANHLC) networlGentral Centre
Against Sexual Assault Networghildrenandfamily servicescommunitylegalcentres
Council for Homeless Persons (CHP) and other housing/homelessnesdisabiiy (physical
and mental health) agencielsmesticviolenceservicesandotherwo me mp@&cific services
employmentagenciestefugeeservices Victorian Alcohol and Drug Association (VADA) and
youthservices.

Calls and subsequent requests were made to both metropolitan and regional organisations.
Requests included seeking popt to send out a pfmrma brief description of the research
project and a flier to their memberships and netwadrks. information was also put up on
agencie8websites.

The relevant unions were contacted and an article and flier was given space in the Australian
Services Union (ASU) and thdealth and Community Serviceégion (HACSU) membership
newsletters as well as placed on relevant webditespeak Victorian uniondaly, Victorian
Trades HallCouncil including its Workers Occupation Health Centre, were contacted and an
informal interview ensued with the highly experienced OH&S doctor at the trade union clinic.
The peak community service organisatigigtorian Coundiof Social ServicdVCOSS),
assisted in promoting the researcit)uding promotion on their welie. Professional bodies
such as the Australian Association of Social Workers (AASW Victoria branch), assisted in
distributing relevant material to their meerbhip.

Contact was also made with relevant university departments in metropolitan Melbourne that
provided training for welfare, youth work, community development and social work studies.
The reason for targeting universities was that students may havedrs=irrently studying and
working in the CSS.
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Regional and local newspapers were contacted and brief articles about the research were
placed in their respective pape@ontact was made with various radio stations, including the
national and regional sgcesof theAustralian Broadcasting Commission (AB@} well as a
metropolitan community radio station 3CIRterviews about the research took place with 3CR
and various regional ABC radio stations.

In addition, relevant organisations suchsrkSafeVictoria, the State Government Office
of the Community Sector, specific work cover insurance agencies and research academics
working in the work stress area were contacted about the research proposal in order to spread
the word about the research and gateedback on the ideas and plans.

The second stage of the research process involved responding to contacts made by workers.
Demographic information was gathered during the initial call with the prospective participant.
Information gathered included the peipganis first name, gender, the sabctor within the
CSS in which they were working and the type and title of their work posittmspecific
employer agency was not identified to ensure confidentiality and allay any concerns about
issues of employmersecurity. The researcher was awareaaofl sensitive to, the need to
protect and safeguard the particip@e@rning capacity.

The age of the worker was not asked as it was felt that this is often a sensitive issue,
especially for older workers in an eshagerelated discriminatory practices in the employment
arena Australia widevlost important was the recognition of the sensitivity of the topic, and the
stigma, including shaming and blamjriigat can come with acknowledging that one has
experienced jo stress. (Sea&ppendixfor participant demographics).

The invitation to potential research participants included any paid workers who were
currently working in a CSS agency; for example, direct service workers, policy workers,
education workers as well agministration staffin much of the literature relevant to human
services, administrative staff are frequently left out as a data sditmedocus has been on the
front line workers; however administrative staff are also vulnerable to workplace stressor

It was made clear in the promotional material that paid workers were the focus in this
research and not persons in a current management position as this research was about gathering
the narratives of the workers per $&is must have been clear as alephone calls from either
volunteers or workers in management positions were recdiweds felt that the managers,
even though it can be argued that they too are workers, have the dual role of being a worker as
well as having to manage/oversee workersaddition, this was particularly important in
running focus groups as workers may have felt constrained, exposed and vulnerable in sharing
their viewpoints with managers preserie views and needs of managers no doubt are similar
to workers at timed)jowever their roles as managers can be in conflict with the needs of

workers and this research had a specific focus on workers.
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Managers have been the most frequent research participamtsual researchy the
Victorian Council of Social Servicand itsnational counterpart th&ustralian Council of Social
Service Theirmethodologyis to send out questionnaires to all agencies and encourage them to
participate in the researchhese questionnaires are sent to the managers and it is usually
someone in aanagerial position who fills them olitis felt that workeréown viewpoints
were often missing in this resear®iorkers are an important data source for a richer analysis,
especially in researching worker stresses. As stated, the central focugedehixh is on
workers speaking for themselves, and not management and others speaking for and about them.

In addition, this research did not include volunteer workers from the CSS, even though their
numbers are large; this research is specifically fatosepaid workersThere are connections
between paid and unpaid workgnswever there are major differences in a formal employment
sense between volunteers and paid workéskinteers are not reliant on the work for an
income and they do not have to adihto the same accountability requiremelntgieneral,
volunteers have fewer obligations, responsibilities, pressures and consequences and they can
choose to leave without the formal requirements necessary from paid workers when they resign
from aworkplace

All contacts from interested workers, whether received via email or telephere
responded to swiftly. The research proposal was explained, questions about the research were
invited and a brief screening process occurred.

The screening process eited several questions about the type of agency in which the caller
was employed as well as the type of work in which they were engllgedcreening process
wasalsoused to check that the worker was not currently in a management or voluntary position.
If the workerstatedthey were interested in being a research participant and fitted the purposive
sampling criteria, an information sheet and consent form were emailed or postd@ut.
callerswere also offeretime to decide whether they would likefarticipate and could be
followed up in a few day#ime. However most callers decided during the call whether they
would like to participate or not. The acceptance rate was a@upercentof those who made
an initial contact.

Open office floor plans ara common feature in many work environments today and they do
not enhance privacylence workers were offered afteours followup calls to continue
discussions about the research if requiliétk researcher was aware of potential confidentiality
difficulties for callers due to the nature of the research tépfew of the callers took up this
option.

As workers from across Victoria were invited to participate in this study, in order to
practically accommodate interested workers, telephone iatesvas welbs faceto-face
interviews were offeredt was not practical tdo faceto-faceinterviews with country workers

and they were offered telephone intervietewever if the worker had plans to be in
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Melbourne, daceto-faceinterview was offeed. The subsequent sessions took plasdar as
practicable, where and when it was convenient for the worker.

Participants also had the option of taking part in one of the four focus groups that were made
available.Two focus groups were provided in antral Melbourne location in order to allow for
metropolitan workers to get to a centrally located focus group. These groupsrgareed for
late in the day to allow workers to come along after 0 Two other focus groups were
provided in regional \Gtoria.

After checking with the peak sector body VCOSS about their experiences of holding
regional focus groups, the locations for these werddset.session was held in the nentbst
region in Victoria and the other one was located in the seaghregn in Victoria. The exact
location of the regional focus groups is not gitenreasons ofonfidentiality.All focus groups
were held after 5.00m on a week day in order for workers to come along after this dapyrk
was completed. It is acknowledgdtht many workers today complete afteurs shifts and
individual interviews were scheduledtamhes conveniento the participants, including after
children had retired for the night.

As well, a limited third option was made available for workers toqpdie.This was to
submittheir answeré writing to the set questions askiadhe other two data collection
methodsThis allowed workers who could not participate in either an intervieaf@zus group
to participateAlso some workers approached thsearcher after the other research collection
methods had concludeldwas keen to gather as many responses as possible to inform the
research.

The researcher shared the planned questions at the beginning of each phic@sss done
to give the partipants some clarity and certainty about what would be asked as well as to
lessen anxiety, unknowns and discomf@vtthin a feminist practice approach the aim was to
reduce some of the power of the interviewer by sharing the plans and agenda, with tioe view
hearing any concerns with the format at the start of the process.

In this research every effort was made to include participants where possible and the
researchds feminist practice principles have been put into action throughout the life of this
project and thesis he processes in constructivist qualitative resea@siCorby(2006p 59)

points oufimpose certain ethical and analytical demands

the conception, design, writing up and dissemination of the research lies with those
carrying it out.The constructionist school of research is concerned to elicit the views
of service users and to interpret them, but it is not necessarily aimed at involving them
more fully in the research process.

In summary a total 041 participants engaged directly withethesearct32females and nine
male workersCoincidentally this gender breakdown roughly matches the gender ratio figures in

the CSSIn this research there w8 percenffemale an®2 percentimale whereas the 2007
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figures from the Australian Servicémion (2007b)found81 percentof theworkforcewas

female

4. Data Collection Methods

As previously statedhe data collection methods were sestnuctured interviews, focus groups
and workeréwritten responses. Utilising three different contextual methods in gathering
worker$data did allow for richer depth in data collection and analysis. According to
Bloomberg and Volp€008p 195), an interviewdosters interactivity with participarselicits
in-depth, contextich personal accounts, perceptions and perspeétieaplains and describes
complex interactions and procesdasdacilitates discovery of nuances in cultfire
Bloomberg and Volp€008p 195)suggest a focus groufostersinteractivity and dialogue
among participants, describes complex interactions, clarifies and extendsdiyididgd by
other methods, [and] allows for increased richness of responses through synergy and
interactiord

Workers in the interviews did indestiare more about their personal experiences of work
stresslt appeared they also felt a sense of relief in talking about their painful and difficult work
stress experiencels the focus groups there was more containment in sharing of personal
experiencesf work stress and this is understandajilenthe exposed contextual reality of
group discussiorit was found that the written responses provided clear, concise and reflective
answers to the set questioRerhaps this was due in part to the situatiomhich participants
have more choices in regards to how much time they spend on thinking and reflecting on the
guestions as well as their written answers. However the conversations in the focus groups
resulted in participant®parking oféeach other ithe discussions of the causes of work stress.

It was decided to use the four lead questions which have already been mentioned. This
number was chosen because it was felt that fewer questions gave the interviewees a chance to
settle into answering in modepth.Also this small set of initial questions gave room to probe,
using additional clarification questions when necessary for gathering a deeper understanding.
Also having fewer questions took pressure off the interviewer and interviewee and helped the
process to be of a reasonable length ancgrthiougo either party According to de Marrais

and Lapar(2004)too many questions interfere with getting clarification and deeper meaning.
4.1 The Initial Pilot Stage

Initially a faceto-facepilot interview was conducted in order to evaluate the quality, clarity,
relevance and understanding of the pilot questions by the interviéhisepilot interview
resulted in the number of questions being reduiteghpeared that the interviewsensvers

encompassed pending questions and subsequently repetitiveness occurred in Binswers.
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outcome was some-gesigning of questions as well as reducing the number of questions.
Initially there were nine questions which were reduced to féaving too may questions
made the interview arduous and exhausting for the interviewee, especially in terms of length of
interview processThis initial pilot interview took place in the worl@rhome.
The pilot interview was also used as a-gethluation tool for teting the researchér
interviewing approach, techniques and skills with the view to making improvements where
necessarySecondly, there was the need to test the digital recorder, especially its range and
clarity in picking up the dialoguét the end othe pilot interview the interviewee was invited
to share how the experience had been forlbhesas an important first step and highly valuable.
The researcher also took part in other research as a participant, partially in order to
experience what it ikke being a research participant as well as observe current approaches and
methods used by researchers. This was done prior to interviewing the participants in this
research. A main aim was to-oeientate myself to the many facets of being an interviewee
including the feelings of vulnerability, anxiety and exposure, especially about being re¢orded.
wanted to increase my understanding, sensitivity and empathy by experiencing being an
intervieweel did not want this research to be a bad experienceafticipants or for myself.
From a feminist theoretical standpoint this is about exploring power relationships in a practical
way, via being the interviewee as opposed to being the more powerful interviewer, in order to
maximise sensitivity to this realitffhis process did indeed assist the researcher to gain a
greater understanding of power differences in the interview process and be sensitive to not

promulgate power, especially faceto-faceinterviews.

4.2 Stage Twd The Interviews

There were a totaf fifteen semistructured interviews, nirfaceto-faceinterviews and six
telephone interview# digital recorder was used during all interviews and its proposed use was
explained in the initial telephone contathis approach gave the potential papémts time to
reflect on allowing a recording of their interview and allowed for the option of note taking only.
Written consent to record the participants was obtained before each interview. A general
consent form was also signed prior to workers padiing in the research and feedback was
encouraged about any aspect of the research processes.

Thirteen female and two male participants were interviewed individdadlg.female
workers had fultime administrative positionghere was one worker in aitnang position and
another who was designated as a project coordinettere werel1 workers in direct service
provision work.Workers from a range of st#ectors in the CSS were includ@there were
workers from domestic violence and centres agaistial assault, disability services, culturally

and linguistically diverse (CALD) services, multipurpose agenaied the highest number
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came from housing/homelessness work. Two workers came from dbaseld service3he

final interview was with a workefrom one of the relevant unioriBhis interview was requested
by the researcher as she was particularly interested in generadlémbifying) information on
issues and concerns shared by workers specifically about work stress through the union call
certre and from theiindustrialof f i expeariénses. The aim here was to hear and gather
potentially rich secondary data from the one source.

According to Liamputtong and Ez£2005) in-depth interviewshould be approximateB0
minutes and usually oraff. These interviews usually finished within a range of one and quarter
hours to one and three quarter hosest interviews finished around the one and half Eour
time frame.Some postnterview dialogue andebriefng occurred with the interviewee€bhis
was not recorded.

One of the positive aspects of interviews is that they provide opportunities for discovering
the subjective meanings and interpretations that people give to their experiences which then
allow new understandings and theories to be dgeel during the research procdegerviews
enable greater possibilities of important sensitive information and experiences and opinions and
deople generally find the experience rewardithgamputtong & Ezzy 200p 72). In this
research the interviewsage workers a chance debriefabout their experiences of work stress.

At the end of each interview a final, noecorded, question was asked about how they had
experienced the interviewhis gave the participants the opportunity to share and evaleate th
process, including evaluation of the interview&s.well, the researcher was checking that the
interviewee was not distressed by the subject matter and or the interview processes.

After onefaceto-faceinterview and another over the telephone the rekeafollowed up
both workers the next morning as they were crying and distressed at various stages of the
interviews. The option of a referral to a counsellor was discussed but not takenvugll
during the interviews there was ongoing checking toensake the participants wanted to
continue with the interview. Considerable time in the interviews was spent with the workers
sharing thoughts about their specific experiences of work stress, especially how it came about
and what happened to thelnwas gparent that workers were keen to share their experiences
of job stressGiven the stigma attached to showing signs of or reporting work stress, it is not
surprising that participants took the opportunitglébriefin the confidential setting of @neto-
oneinterview.

The researcher herself sougletbriefng after the interviews as the subject matter and the
sharing of the workeéexperiences was at times sad, painful, disturbing, distressing and
difficult to contain.As Liamputtong and Ezz{2005p 56) state dnterviewers should not be
passive and distanced, but actively involved in encouraging the respondent to talk and converse
about the research issue under discugsivhile the researcher found some of the interviews

draining, the courage and stgth shown by workers was inspirational tbiearing the
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workergdistressing stories in regard to job stress in the CSS confirmed that this research is

important work.
4.3 Stage Thred The Focus Goups

The focus group questions were similar to the ingsv\questions, but the prompts were
marginally differentThe researcher wanted consistency across data collection processes in
order to assist in the extrapolation of worketata into themes. The first focus group in essence
was the pilot focus group drsubsequent small changes were made for the following focus
groups, for example, the same questions were asked, but in a slightly different order.

Fourfocus groupsvereheld, with an overall total of nineteen participafise initial
metropolitan grouad six participants five women and one mamhe second metropolitan
group had seven participaritéive women and two merT.he third group held in theoutheast
region had two male and two female participante final group held in theorth-westregon
had two female workers from the same agency; one had stated in the initial contact that she was
about to leave the job and indeed by the time the focus group was held she had resigned. There
were three late apologies from workers for this focus griougespect to the regional areas,
additional targeted calls were made to the larger agencies in both areas as part of the promotion
of the researclT he aim was taisseminatedditional information to workers regarding the
research and for recruitment poses as the numbergresmall. This was not particularly
successful as the numbers remained low in regional groups.

From discussions with regional workeasid upon reflectiormpossible reasons for the low
numbers include the more conservative, lesgipesiinion orientation and the smallifish
bowl& More people know each otherr@gional areas and lack of anonymity may have been a
concernOne worker shared her views about the conservative nature of the environment and
some of the challenges obtaigiwork in country regions. In one group it was commented that
many workers knew each other and there was some job swapping occurring due to the limited
pool of work in their local regions.

Further, attending and sharing in a focus group about work stress may expose the worker to
being seen as@tressed odtworkerwho has arindividual weaknessin terms of
employability;there is a stigma surrounding work stré3sere are issues of exquaoe,
vulnerability and confidentialityThis in part does come from some general assumptions about
work stress, and a large part of work stress research does focus on pathologising the individual
worker. Lewig and Dollard2001p 187)found that the mediportrayal of work stress is one of
environmental causalifput Gndividual responsibilit@ In other words work stress is caused
by systems and structures within the work environment, but the focus is on workers being

responsible to avoid the stress amdividually resolve its effects.
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In respect to the focus groyjis total seven workers came from chudzdsed agencies (one
drug and alcohol worker, one outreach worker, one youth worker, one crisis worker, one case
management worker and two housing/letessness workers). Three workers in total came from
a housing/homelessness area (includivgabovestated churcibased), three came from
womerds services, two came from youth services, two came from a mental health service, and
one came from a disabifiservice and one from a service that assisted refugees.

A furtherbreakdowrinto metropolitan versus regional sséctors has not been given in
order to preserve confidentiality. It would be much easier to pinpoint workers in regional
agencies due to snhat numbers of organisationEhe names of théowns where the regional
focus groups were helttealso not shared for this reason.

The agenda for each session was shared at the beginning of each focus group, which
included presenting the planned questigkswell, the preplanned ground rules were shared at
the start of each sessighround of first names and the type of area in which participants
worked was the initial warming up exerci3ée researcher was aware that most workers had
come straight frm theirworkplaces and hence time was a finite resource.

Processes were put in place to ensure that all participants were given a chance to share their
views and experienceshis was done by requesting that the questions were answered by each
person initally taking a turnThere was some relaxation if conversations were flowing, but the
facilitator did at times bring the group back into responding to the set question. Also the
facilitator encouraged the quieter members to share and prompt questionsilisetewhere
appropriateFurthermore, the last question allowed for additional comments in regard to
anything else the participants would like to share about work stigissgave participants a
chance to add possibly the mdpercolated thoughfgs well as thoughts gathered after hearing
what othes had to say.

There was more diversity of opinion shared in the two metropolitan groups than in either
regional groupln the regional groups most of the workers knew each other, whereas this was
not the case in the metropolitan groups, although in the first metropolitan focus group two
workers came from the same organisation. Each of these workers was informed that another
worker was coming along from their respective agency; they each stated thethlenesior to
the telephone call. After the two metropolitan groups, participants stayed longer to chat and
have refreshments than they did in the rural groups.

In the two regional groups, participants left fairly quickly after the formal session finished.
They also appeared more rushaod refreshments were utilised prior to and during the group
processesl he tyranny of long distances covered in regional areas was raised several times by
participants in one of the two regional groupsrthermore, it strck the researcher in the last
focus group that it may have been more difficult for both workers as they were coming from the
same organisation, although one worker had recently left the organisation.

Page66 of 201



Once againat the end of the focus groyparticipans were invited to share their experience
of being in a focus groufhis also added to the researcher checking that participants were okay
and not distressed by any of the questions and responses or by the process in general. All
participants gave positiieedback, including during the refreshments shared at the close of the
formal recorded session. A concerted effort was made to provide quality focus groups. For
example all participants were informed of the purpose of the focus group and how they would
be conductepa safe and comfortable environment was provided (neutral venues were hooked)
thoughtful ground rules developed and maintained and quality food and drinks provided. Three
recording methods were used (two recorders and one manual note takeryaage of
participants attended (from various professionsvanitkplaces across the CSS).

The researcher is an experienced facilitator as are the two assistants who attended both
metropolitan focus groupand one each attended the regional groups. As discussed earlier, the
approach was from feminist research principles in which listening carefully to group mémbers
experiences, trying to understand their experience and reflection upon all aspectssefaiwre

processes was never far away from the resedrcirénd.
4.4 The Written Responses

As previously statedsome workers were also invited to answer the interview questions in

writing. Seven participants submitted written matefe worker was frorthe family

violence area, another from famaydyouth support area, two were disability support workers,

one worker worked in several services (drug and alcohol/homelessness, employment, education
and training), one worker from the dragdalcohol areas well as the disability area, and one

from a community health centr€he written responses added rich data for anaéiskers

had more time to think about the questions, reflect on them and then write their responses.
4.5 Security Processes in Respeto Collected Data

All data collected was made secure in the resedicbéfice. Copies of transcripts of interviews

were sent to the workefthome addresses for confidentiality reasa@xkinterviews were

offered in locations chosen by the participantmaximise their convenience, confidentiality,
comfort and safetyAll focus group transcripts given to participants were in summary form; no
names of workers or agencies were in the docuriesummary, all participants were provided

with anexplanation of the planned research and why the researcher had embarked on this work
and the intended outcome of the research proEesh participant was guaranteed anonymity

and assured his/her feedback would be kept confidential. In respect to foeps, grarticipants

were encouraged to share only what they felt comfortable with and to keep in mind that total
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confidentiality is not guaranteed in any group setting. All participants were provided with the
assurance that at any stage they could withdiranv this research process.

The research incorporated particip@fieedback from calls, emails, interviews and focus
groups throughout the research projéat.Dollardet al.(2003p 92) comment d_imitations in
the scientific methods have led to moraacparticipatory design utilising multiple testing
points, continuous feedback from participants, and are problem driven rather that merely
theoretical driverd

5. Methods for Data Analysis and Synthesis

This research is about workér®nstruction of knwledge and as a researcher working with a
constructionist paradignadata analysis comes from an impressionistic and thematic analysis
(Corby 2006)According to Carey2009p 155), dVhen undertaking analysis the researcher
attempts to generate explanatiangderstanding and meaning from research findéngs

Thematic pattern analysis was used to analyse theAtafdawson(2006, cited in Carey
2009p 165)statesdhis type of analysis is highly inductive as themes emerge from the data and
are not imposed wm it by the research@rAronson(1994p 1) identified the practical steps
involved in thematic analysis as collecting the data, listing comiatiterns of experienge
identifying all the data that relates to these patterns, combining the pattertmeimas and sub
themes, gaining a comprehensive view of all the data from these themes and developing a valid
argument.

The rich source of data from the interviews and focus groups was transcribed verbatim by
the researcher personallyhis was done irder to use the transcribing process to further soak
in the data in a cognitive and emotional sefi$e. written responses were collated and used
alongside the verbatim recorded data from interviews and focus giichgsoftware NVIVO
was used to assiglith categorising information, collating the themes and in the final synthesis
processes.

A search for key trends and themes was conducted amidst transcripts of interviews and focus
groups and the worke¥arritten data and links to the overall researchstjoa. The worker§
narratives and their understanding of work stress, including its causes and feffiecthe basis
of the data analysi#n particular there was a search for workéraliefs about work stress,
where it comes from, how it manifests it the CSS and ways to reduce work stress.

The process of coding began with reading each transcript a number of times to gather a
greater understanding of the emerging patterns. From this close reading a number of broad
themes emerged. This process brdugbethericomponents or fragments of ideas or
experiences, which often are meaningless when viewedélagiainger, 1985, cited in

Aronson 1994 1). All of the relevant data relating to each theme was then collateth this
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the themes were refinedié extrasubthemes incorporatedhe data was again checked to

ensure that important aspects of what the workers had said had not been excluded and that all
relevant statements had been extracted from the data. Finally the themes were examined to
ensure hat they were coherent and consistatingside the analysis of the workéwmices,

this research was strongly informed by the literature reviewed at the beginning and throughout
the research and thesis journey. As C42809p 166)notes diterature & interwoven with any
findings to generate a discussion or critical discdu#se further points oy2009p 165}

this approach looks to combine data collection and analysis; but, as is so often the case
with inductive approaches in practice, analysi$r @so be generated around
background reading undertaken prior to the collection of data.

In summary the approach was a qualitative thematic analysis informed by Wodiees
regarding work stress in the CSie analysis also entailed extensive andoing exploration
of the research literature.

6. Issues of Tustworthiness

The termdrustworthines8refers to the general reliability and validity of qualitative data with
the aim of controlling any issues of potential bias that may creep into tlya desionduct of a
qualitative study. According to GulgaLincoln (1998, cited in Bloomberg & Volpe 20@835),
issues of trustworthiness in qualitative studies can be obtained through credibility,
dependability, confirmability and transferability processguba& Lincoln (1992, cited in
DG&Cruz & Jones 2004p 74-75) explain these four qualitative issues of trustworthiness
compared to their quantitative equivalent, thafasedibility (for internal validity),
transferability (for generalizability or exteal validity) dependability (for reliability) and
confirmability (for objectivityfh

One technique adopted in this research with respect to credibility was to first provide a copy
of the interview transcripts verbatim to all interviewees. As well, fegdba the transcripts for
potential errors and evaluation was invitddsummary of the main points in the focus groups
was offered to all participants, including welcoming feedback for errors and evaluation. Names
andworkplaces were left out of these tracripts; however theubfield of work was included.
No negative feedback was receivég.well all interviewees and focus group participants were
asked how the interview or focus group had been for them.

Sager& Jameg2005 pl129)notethat

[ong strategy used to increase data credibility was reflexiVitys is a process of self
examination whereby reflection on bias, theoretical predispositions and perspectives,
and how this had influenced data collection and analysis takes place using alperson
diary to record thoughts, feelings and ideas.
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Robson(1993)suggests peer debriefing as a further technique to enhance credibility.

In this research a personal diary was used to reflect on each interview and focus group. As
well, discussions with supédsors, two academic mentors and fellow students throughout each
step of analysis allowed reflection on potential biaB&somberg& Volpe (2008p 86) discuss
how credibility requiregmethodological validitgor the matching of the research questions and
techniques with the explanation that is developed. One way this was done in this research was
by triangulating the data from the interviews, focus groups and written respbhseefata was
also analysed for any discrepant or discordant themes as a fughsure of credibility.

Dependability is concerned with whether findings are consistent and dependable with the
data collecte@Bloomberg & Volpe 2008)In this study the data analysis tool was thematic
analysis.The consistency in the coding of the thembowed that the findings were consistent
and dependable with the data collectddny direct quotes given by the workers are included in
the data analysis chapters and subsequent analysis was drawn from nafi@swestching
process of direct quotesd analysis forms part of the dependability proce3sesurther
demonstrate dependability, two transcripts were separately coded by a third party using the
same criteria as the researchidrere were only slight differences which were reconciled with
further analysis.

Confirmability is about reflexivity and illustrating how the data can be traced back to its
origins(Bloomberg & Volpe 2008)Bloomberg& Volpe discuss the idea of an audit trail as a
way to assess the findings of a stuélg.audit trail wa used in this study.hroughout this
study there have been ongoing discussions about all aspects of this research with supervisors
and colleagues as a way of incorporating inquiry auditors to help address the re&eavamer
biases.

Liamputtong& Ezzy(2005p 21) comment §eminists have explored the reflexive nature of
the research encounter, underlining the significance of the researcher as an inseparable part of
the research procesé\s a feminist researchaeflexive practices are an important antegral
component of this researohs part of the reflexive practices the focus groups were conducted
by the researcher as well as two experienced facilitatbrs.approach provided additional
support mechanisms for the participants if neediats appoach aidediebriefng, evaluating
all aspects of the focus groups including the researcher as facilitatas a helpful reflexive
practice toolD €ruz & Joneq2004p 14), writing on social work research, draw on the idea of
a critical researcher & someone who is able to draw flexibly and inclusively on a range of
research practices according to their appreciation of the situation in hand and the social
dimensions of their knowledge makin@he researcher in this research was an experienced
worker coming from the CSShis enabled a critical approach to be enacted in many aspects of

the researchilhe researcher had andepth understanding of the CSS.
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As Schram(2003 cited in Bloomberg & Volpe 204887) states@epth, richness, and
detailed degription provide the basis for a qualitative accdsiiataim to relevance in some
broader contekt The themes and workénsarratives emanating from the data analysis do

provide rich information about workérexperiences of job stress in the CSS.

7. Ethical Considerations

As previously statedhe researcher is social work trained and belongs to the Australian
Association of Social Workers (AASW) and adheres to the AASW Code of Ethics (AASW
2011). The researcher compledéd ct or i a dthndardics seport and proceeded
with data collection after receiving confirmation and approval from the univés&ithics
Committee The researcher has deployed careful procedures to ensure the safety and
confidentiality of participants are met. For exampleparticipants received information about
the research prior to the interviewhe researcher commenced with the intervienly after
participantéconsent formato participate in the study were receivéd.participation was
voluntary and participantsere informed that they could withdraw at any stage and that
confidentiality would be respected.

In respect to partiality and locating the researcher, the researcher took the time to explain
about her background as a social worker, including the manyg géaervice in various
positions in the CSS to all prospective participants. It was felt important to sharedeet
insideBstatus Also shared was the reason why this research was embarked upon. As a
researcher one hopes for openness and rich adter participantstherefore ethically
modelling the same behaviour is important.

Furthermore, all participants were asked if they were interested in the outcomes of the
research and it is planned to provide access to results for those partiaipahts/e expressed
an interestThere are plans to invite participants to a relaxed informal gathering to share about
the research outcomes after submissidre researcher offered all participants in interviews and
focus groups a copy of the data recordetkrinews were documented verbatim, including any
comments made by the researcher.

Integrity, honesty and fairness have been at the forefront in all interactions with participants
in this researchreminist researcher Berg@r993, cited in Liamputtong & Ex 2005p 23)
spoke of the termiconscious partialityand its goal of formingnon-exploitative relationships
with research subjeddn this research any contact made by a worker was promptly responded
to and every effort was made to include all interesvorkers in this researdor example
allowing written responses to the research questions if they had missed participating in the other

two research processes. The research subjects were engaged with as active and reflexive beings.
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The researcher i®ssitive to representing others and has been open in many ways to an
evaluation of this as documented in the feedback chantikded In regards to occupations, no
worker who wanted to participate was rejected on any grounds of diffefenegample,
administration, front line staff and other professiongle researcher has worked hard to
contextualise the research in all facets of the research jodionexamplédn initial promotions
of the research proposal, with participants and in the readoh{tarature review chaptdn
regards to accountability to communities, specifically in this case to the workers in the CSS,
there will be efforts made to provide access to the research and especially the outcomes through
various means.

According to Caey (2009) social work dissertations in respeétethics include: respect,
honesty and trust with participants, treating each participant as an equal rather than as an object
of observations or stuggnd avoiding harm and risk to participarithesepractices have
guided the researcher in all her endeavours to do with this research. For example, the researcher
was aware of the potential employment risks for current workers in sharing about work stress
issues and concerns; hence she offered individteiews in which privacy can be assured.
However there was also the option of attending a focus group in which workers had the
opportunity to hear and share with other workers who were also interested in this research topic.
Ground rules were developadwhich ethical issues were coveréor example aequest that
what is shared in the group stays in the group.

Furthermore, every effort will be made to contact all who participated in this research to
inform them of the completion and results post thegamination, where the thesis in its
entirety can be accessed through the Victoria University Library and an invitation to an informal
gathering to share about the results of the research.

In conclusionthe most important ethical commitment was to thdigipants in this research
and every effort, alongside the ongoing evaluation, was made to avoid harm and produce

important research for the benefit of workers in the CJ88es, Torres & Armino 2006)
8. Limitations of the M ethodology

A standard generéimitation of a qualitative study is its smallness in respect to sample size;
hence generalisations can be problematic. As C@B§6p 63) comments on criticisms

emanating from an objectivistpoint of view on a constructionist paradigm,

é this form ofresearch is seen as weak because it is not concerned with providing
proof, the samples it uses are usually small and reliance on the resisagoldétative
analysis is not considered sufficiently scientific.

However as Lunenburg and Irb§2008p 178) note
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€ sample size in qualitative research is typically smahan in quantitative studies.
This is because you will be striving for-itepth information in qualitative researdh.
iS more important for you to spend sufficient time with a small numbearticipants
than to work superficially with a large number.
Forty-one participants in a qualitative study is an appropriate size sample for the purposes of
this research. Perhaps though, implementing a second interview process withpegrastige
of the participants may have yielded greater depth to the analysis. This would have allowed
clarification of statements and further exploration of themes that some participants had not
expanded upon. As Lathé&003, cited in Jones, Torres & Armino 200630) comments,
Gecycling categories, emerging analysis and conclusions back through at least a subsample of
the respondents improves face validifgesources and time were constraints here.
As previously mentioned, anonymity and confidentiality can beegsfar regional workers
and the numbers at regional focus groups were sHedl.moreoneto-oneoptions been
available, or the possibility of written responses been promoted to these workers, there may
have been a greatekeup by workers. There were four telephone interviews, one written
response and rfaceto-faceinterviews with regional workers.
Another limitation of this study is the issue of subjectivity and potential researcheFligas.
researcher is a social worker whas worked in the CSS for ov20 years.This extensive
experience does bring personal biases, assumptions and percéptivder to work with the
researchd&s personal subjectivity, ongoing engagements with an experienced researcher and

clinician fromthis field have beeatilisedthroughout this research and thesis.
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Chapter Four: Findings and Analysisi Part One

1. Introduction

Chapter~ourexplores worke@experience and understanding of work stress in the IESS.
necessary to unpack the margmplex and interconnected layers in the CSS to explore work
stress in this sectofhe chapter begins with a discussion of the gendered nature of this work
spacewhich was a strong theme throughout the datd seen to contribute to thexploitation

of this workforce This predominately femaleorkforceis still connected to the historical

charity and voluntary model dating back to early settlement in Austfal@rding to Smyth
(2008,p 5) the blossoming of this charity and voluntampdel came about in the 1930s to
1940s. Most importantly the effects of this model on the paid workers are explored, including
the vocational, altruistic, loyalty and idealism expectations of the gendered workforce.

From the mid1980s onwards the policie$ necliberalisnf® negatively impacted upon the
Community Services Sectand its workforceThe nedliberal agenda, with its belief that the
free marketdoes it be€t has influenced policies of Australian state and federal governments
over the past theedecades. This chapter analylsew workers experiendbe impact of such
policies on the sector and its predominantly female labour force. The effects of the so called
ew manageraliséare elucidatefom the workers narrativeas are the accompanying
political imperatives ofcompulsive competitive tenderia¢CCT) and auditing.

Chapter Four moreover explores power structures and relations within sectoral agencies from
the vantage point of workers. This section highlights wotkmesspectives about management
and governance structures such as boards and committees of managhengnplications and
consequences of work structures in the CSS are examined through dpeksonal

experiences and understanding of work stress i€ 8.
2. Lady Bountiful in the Community Sector

2.1 A Gendered Space

The CSS is a highly gendered space in both the paid and unpaid domains. The social and
community services (SACS)workforcein 2006 was 8 percentwomen(Allebone 2011p 9).
According tothe Australian Services Unid2009)in Victoria thepercenage of female workers

in the CSS is 86.percent The latest statistics on volunteers for the NFP Aged Care Residential

20 As noted previouslythe terns éeconomic rationaliséandéecliberalismbhave been used interchangeably;

however the more current termdsecliberalismb
Social and Community Services (SACS) was the name of the award that covered CSS workers; the award is
now called theSocial, Community, Home Care and Disability Services Industry Award 2010

21
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Services showed that in 20@® there were 108,030 female volunteers an84®maleslt is
reasonable to suggest, given the overwhelming female volunteer figures in the Aged Care
Residential Serviceghat female volunteers largely outhumber males across the sector.
According to the Australian Institute of Health and Welf@@L1 p 32)it is estimated that
325,000 volunteers assisted community service organisation i @@Q8ustralian Bureau of
Statistics 2010)it is very much a femaleorkforcein the CSS, in both paid and unpaid work.
There is much more to this isst®wever, than simply the raw numbers of women in the
sector.There is importantly, an exploitative aspect to the way the work is séaomerts
workothat is evident in both paid and unpaid warkere is a strong connection between
altruism, the expeations of few or no rewards and the gender of the workf&mngland,
Budig & Folbre 2002; Wagner & Spence 20(Byeryone involved in this field consecutive
state and federal governments, CSS peak bodies, the agencies themselves, society in general and
even the workers, get caught in these exploitative connections and relationships.
Historically women have been the larger group of volunteers and the ones who deliver
charity.As well as caring work being traditionally wondsrprivate work, this adds taring
work in the public sphere not being seen as real work and hence being de&alwekler in a

focus group commented,

| just keep thinking this is about won@arwork, this is the work woman have done
over the centuries for nothing, invisibly. (W2&male 20 yearsCSS)

As Allebone(2011)points out, there is a lack of respect for caring and emotional work in
general because it is seen as predominately wiamwesrk. The Community Services and
Health Industry Skills Council report stai@ommunityServices and Health Industry Skills
Council 2008 37) 6¢é it is widely acknowledged that cagiéving remains devalued in both
social and economic teri@s

As a worker in a focus group noted:

It is hard to just keep doing something that clearly has noevalean [receive] more
value in making a little widget on a factory line somewhere than for helping somebody
to live the best life they can. (W38male20 yearsCSS)

A male worker in a followup telephone discussion spoke about the devaluation of e wo
and clearly saw it in part due to the work being seen as an extension of &araditional
roles at hometence the work itself is devalued. (WIhale,13yearsCSS)

As noted by Nolarf2003) employment models and wage setting structures in Austvalia
historically based until the 1950s on the model of the male breadwirireicaringdwork was
done by wives (women) and was unpditlere is a direct link between these cultural ideas

surrounding gender roles and the historical divisions that péertieaCSS today.

Page75of 201



There are inherent challenges emanating from gender role socialisation Tioengsis a
greater expectation that women will nurture and support others, before acting on their own
needqCarson, Maher & King 2007Many workers shared thheconcerns about clients and
how this resulted in them not taking action on issues that were creating work stress and directly
affecting them. Thus the cligistneeds were put firdatVorker needs (their needs) were seen as
less important or even of no imance. As one worker in a focus group staités:a complete
inability to put ourselves first ever (W3@male 20 yearsCSS)The clientcentred discourse
that pervades the seciitosny & Eakin 2008)s based largely on preconceived gender
expectatios for women which subsequently lead to exploitation of them as workers. The
federal governmergcknowledged in their submission to the Equal Pay case before Fair Work
Australia(Parliamentary Secretary for School Education and Workplace RelationstBét10)
there is a gender bias that undervalues the worker and the work being completed in the CSS.
For instance, one work&ro isa strong unionist shared her experience of being dismissed
and not putting her needs first:

This can be largely attributed to mywn approach, theletés not make wavés
approach, the strong impulse not to cause disaffeatithin the ranks which could
have had a negative impact on the agémn@perations, and hence on client welfare.
(W28 female 16 years CSS)

From the data it iapparent that work stress can result from the expectations of women and
their acquiescing to this gendered expectation of beingj\alig and alcaring. There is clear
imbalance here between what workers experiéribe devaluation, the poor rewardse tack
of nurturingi and the extensive rhetoric about tharing and shari@CSS. As one worker in
the initial focus group commentdaijt weare not a caring sharing sector, thiatright, abusive
yes (W23 female 1l5yearsCSS

Furthermore, thdiscourse that clients come first is also utilised by governmientise
federal governmer submission regarding the current Social and Community Sector case
before Fair Work Australigdllebone(2011p 9) notes the thinly veiled argument that clients
would suffer if CSS workers received increased waglesy argue that services would have to
be cut in order to pay for these wage increases, that the clients of the CSS would suffer and by
inference that this would be unfaithis becomes its own justifiani if clients may suffer,
then workers should not expect improved pay and condit®inslar arguments about the
potential suffering of citizens have not been put when governments have argued about wages
and conditions in matdominated sectors such amergency services (for examgelice and
fire fighters).

Interestingly from a total of nine male#here were three male participants in this study who
were also union delegate®mpared with two women union delegates fiemale

participantsin other words22 percenif participants were male yet they wé&@percentof

Page76 of 201



those who were union representativBsis is a small sample, but it reinforces the willingness of
men to be more engaged in standing up for their rights for decent pay aridgaarkditions.
Women are more willing to take on board the altruistic and charity idealisation of the CSS.
Throughout the focus groups and interviews it was the women who most commonly reported
feeling that they would let the clients down if they pushnir theeds, including work issues

that were causing them stress. This indoctrination links back to the early settlement days of
Australia in the late 1800s.

The CSS has always been predominately a female workforce and there is a clear link to the
challenge of reducing work stress in this sector. The pay, terms and conditions, as documented
in the literature review, have not improved at anywhere near the level of the other two sectors:
the private and the government sectors.

One worker in the disability field spoke about the poor pay, restrictive nature of the
classifications and job structures, gteorttermcontracts and the strong gender disadvantage:

Also therés an issue around hierarchy within the community sectorfigjainspoken
about, and while wie all supposed to be warm and fuzzy and, you know, everyone
embraces everybody, the reality is that [there] are some jobs that have been utterly
neglected. They are the jobs, the dead jobs that go nowhere, they hawthing in

them for anyone reall¢ and the other thing is that, the hours that are offered to
people are so badnd you knoweé these rotten [individual contract§] and systems

that divide and conquer people and are jastbury peoplé conditions.lt is é |
believe a major cause of particularly wonG@ipovertyas women are forced into these
kinds of jobs, and ydre expected to work for three and four agencies all under
different conditions; in one agencivé just left, | didi have a pay rise for fiveegrs.

(W34 female 19yearsCSS)

The Australian Services Union, on behalf of workers in the CSS, has argued successfully in
its submission to Fair Work Australia for pay parity based on gender pay inequé&léreter
has always played a major role in thistorical and current CS8s well the charity and
voluntary model has had a long history in welfare and subsequently in the development of the
CSS.This model is also linked to high work stress in the G&Xiscussed in the literature
review chapterttere are high levels of psychological injury claims emanating from the CSS
(Guthrie & Jansz 2006)

2.2 Charity and Voluntarism

The historical beginnings of welfare work in Australia were charity and volunteditiege still
play a significant part in th€eSStoday(Leonard 2002)As documented in the literature review,
there are complex issues as a result of the CSS work being seen within a charity and voluntary

model and hence workers giving their labour for freat@low cost(Leonard 2002)One
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worker statedthe charitable notion [is] enshrined in [the] sect&@he went on to sapurning
martyrdom, you know and | think we have got to get over that.,(iéthale 19 years CSS)

Two other workers commented on their work being connected with chasetiees to
God:

| think there is a cultural shift that has to happen within organisations and I think it is
hard for those organisations that have come out ahurch based because their
mission statements are always about our sharing a vision of aakithdoving god®

It is just because it comes from there, it comes from that helping position, the
organisation comes from that history, that background we are here to help, we [are]
here to service and we are here to do whatever needs to be done forettis cl
because the clients need lut they dod@ then necessarily follow through on, well
what about the sta#f(W39 female 20 years CSS)

Another participant agreed:

| know what you mean aboétoing gods world | think that a lot of organisations in
this sector, | meanthey might be like church organisations ér faith-based

organisations and thefs this solution that you do it because §@igot a vocation

(W26 female,7 yearsone agency)

Another worker shr&d her views about the large chutwdised organisation and its
management ethos affe should be in it for the love of working with pedplBhe addedhe
Board® core base [is] church/parish members and there are lots of volunteers in the agency.
She went on to state thatir CEO is a bit into empire building [of] the agency at ever[y] level,
the agency ardilooking after their staff, they ar@rlooking after our managemeat (W14
female 22 yearsCSS).This worker commented that she took halid and extended sick leave
to cope withworkplacestress and is currently, after a long time of working in this agency,
planning to find work outside the sector.

As noted by the Community Services and Health Industry Skills Coi@mihmunity
Services antiealth Industry Skills Council 200§a7) report,

€ the community services industry relies on a great volume of volunteer and unpaid
labour to deliver its key serviceBhis approach creates uniqgue management dynamics
for the managers seeking to managpaic and paid workforces simultaneously.

Although their focus was about management issues, there are inherent dilemmas for paid
workers too A major difficulty is fighting for decent pay and terms and conditions when the
sector and specifically the agentgve large numbers of volunteers who give their labour for
free.Furthermore, as the report notes, this specific labour anomaly is unique to the CSS.

Statistics on the volunteer numbers from the ABS Community SerfAcessralian Bureau
of Statistics 2010for 2008 09 show that in total, volunteer numbers are 325,440 (in both for
profits andnot-for-profits) in comparison to 570,646 paid employé&elly-nine percentof the
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paid workers (336,032 persons) are employed imtitéor-profits. These volunteemumbers

are significant and show a strong reliance on free labour in this ddetwre there are tensions,
expectations and pressures for paid workers to-extemd, to give more since volunteers are
doing it for free.

There are inherent difficulties fgaid workers around standing up for their needs whilst
working alongside people giving their free lab@Baines 2004)As one worker in a chureh
based service notedyioagency has a huge amount of volunteers that do it all fordodehis
was reinfored bytheoriginal CEO, you know, every time you would say the pay is a day late
or whatever, if you mentioned the word pay or anything to do with condéiome used to get
the lecture about all the wonderful volunteers that do it for the love. (Wirale 22 years
CSS)

One paid worker in an organisation that had ovepét@entvolunteers discussed the huge
workloads and subsequent high stress levels and the expectations upon all workers to do many
more hours and enact roles than were not included in their paid job descriptipegsample
this worker was expected to attendwrdeer recruitment nights, contribute to furaising and

even share cleaning of the offices.

You were expected to go amd give up one of your nights to do thét the
expectations were huge and there was no acknowledgement wbitkiead and |
couldrd see and when | worked it out with my [external] supervisamean we
couldrét work out what | could drop, there was nothing | could drop and continue to
do the work that was needed for the clients and for the counsellors sake, and yet | was
still sort of being made to feel that | wasrpulling my weight because | wdbn
organising, by the fund raiser and then the ClB€cause | wouldihrun a stallé or |
wouldni do a particular fund raising thingand it was just crazy. (Wéemale5 years

one agency)

She also commenteslo | suppose [as] it grows there was some concern between paid and
unpaid ceordinators, there was a bit of tension around that stuff,(i&®ale 5 yearsone
agency)This worker stated that this particutznganistion ended up with any workers
becoming extremely stressed, resulting in many resignations, including her own.

The same respondent also touched on the tensions, challenges and different expectations and

to some extent lack of control of volunteers as opposed to paid wdskerstated

If there were quadruple the number of paid staff it may not have been enough that
would [have] made a huge differendecause if your workforce are volunteers [they]
can come and go as they like, they can take leave as the¥y likenakes th job a

whole heap hardert évery hard to say these are the rules, you kremwyou write

the manual and you hope people abide by tl{é/s, female5 yearsone agency)

CSS volunteers are not bound by the same obligations, rules and boundaries that paid

workers must adhere to, such as notice to resign, meeting key performance indicators or
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adhering to professional codes of practideese inherent disparities result in tensions between
paid and unpaid workers who must work together but are not on atex@bn similar playing
field. As the quote above demonstrates, management can and does play one off against the
other.

The entangled ingredients of charity and volunteerism together with the strong gender
aspects indirectly contribute to work stre&sa basic level this mix of paid and unpaid workers
complicates working relationships and adds tensions and s#aiddlebone(2011p 12)
states@he historical undervaluation of care work and the driving down of wages in the SACS
sector is primarily th@roduct of its roots in voluntarism and its highly feminised character

2.3 Altruism

One aspect from workdbdata is the altruistic expressions enunciated by agewbieb are

then taken on board by workers. The expectation that workers will give abhduseyond what
would be expected in other sectors of the workforce is often ass@methted in the
Community Services and Industry Council Literature Re\i2908ap 21), Nhat in other
industries might be characterised as overwork, in commasaitjices might be construed as a
high and commendable level of commitment to the service, program or agégexcies
espouse altruistic rhetoric and subsequently expect altruistic behaviour from their workers.
Unfortunately it is not a twavay streetThe consequence for workers is significant
disappointment and stre§hey experience a lack of support and action on wobkgosving
burnout (work stress)Hearing some of the workérsomments, one could think there is some
naivety shown by the workersut the dominant altruistic discourse sinks into the very soul of
the workersThis is compounded by the historical charity and voluntary model thatcatifly,

encourages workers to do more than their standard Wod worker notes:

In my experience #ghpressure which has contributed to work stress for me has been
both internal and externalAs the sector will continue to try to get the most out of
workers and as a worker | have been guilty of pushing myself past a point of what is
healthy for meWhilg | own this experience | certainly dérhink it is unique. (W19,
female 8 years CSS)

Onelong-termworker notes the nature of organisations that state altruistic intent:

organisations thaé have these [stated] incredibly high altruistic values, neethke

these same values and apply them to their staff and to be seen to [be] doing it and to
pursue it vigorously because ifdtnoté if their teams are@ experiencing that,
theydre not going to be able to offer the continuity to their client famiigsout them

just burning outand burn out they do! (WTale,15 years CSS)

There is a profound irony here that the very same agencies and their mambgerspouse

altruistic motivationare not responding in kind toward their workekssandrinis (2002)
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research omot-for-profits contends that some of the larger4poofits, including religious
organisations, exploit the moral high ground in marketing and public relations activities and that
image management is paramount. Mof2811p 4) in herpaper acknowledges the reliance and

dependence of small nagovernment organisations (NGOs) on goodwill;

their worlds can be quite focussed and are hugely dependent on the ¢jonfdthe
staff, leaders, boarthembers and consumers for their daily achievements in service
and in making a difference.

Another worker commented on the nature of workers who tend to be attracted to work in

CSS

| guess the issues that are really common within the community sectomisritiead

that you getl think the sector attracts a certain type of person who can be éuite
giving in their nature and tend to be doers who take on more and more andambre

| think because® there is not the funding for enough staff or for enough resources
that people tend to be taking on more and more in their roles and becau¥e you
dealing with vulnerable peoplé you dorit want to be saying no to taking on
something wheit might result in somebody not gettidgthe support or the attention
that they need s& our workloads were fairly heav{Ww9,female 4 years CSS)

A regional worker in a large agency of oug0staff commented that:

€ in our agencylike, there is fou of us go to rallie® we are welfare workers and |
know it is our job bugé we are here because we think we will make a difference and
all the other stuff you kngwr theyire just all too busyor it is just a culture and they
will leave it up to everyty elseé yeah theyare very good looking after lots of
other people but not particularly good at looking after ourselve@N14,female 22
yearsCSS)

Similarly, another worker noted

€ that®s why political action is so difficult in this sectqreople vant to care 1ém too
busy caring to care for myseadf but we caft go on strike because that would upset
people right? (W8, female 30 years CSS)

In the face of the extremely low pay and poor working conditions in comparison with other
sectors of thevorkforce, this lack of seltaring is telling and significantly, the workers appear
well aware of itespecially since the substantial and sustained uedbiEqual Pay for Equal
WorkdcampaignWorkers inevitably get caught up in the altruistic rhetarid subsequent
expectations of behaving in salcrificing waysOne workeywho put in a vast amount of
unpaid hours and became quite stressed and ill but held on for a long time before resigning
stated am the voice of the clientswas advocatingdr the clients. (W&emale 5yearsone

agency).
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The CSS is highly influenced by the charity and voluntary models and the closely aligned
rhetoric of altruism which leads to unrealistic expectations of its workforee Allen
Consulting Groug2008p 18) found

In many cases, employees are asked to work overtime, take on larger case loads,
without commensurate pay increases, in order for the organisation to continue to
provide the services it is required to providi@e strain this puts on employees means
that staff stress levels rise and subsequently the turnover is high.

2.41dealism and Loyalty 7 Missing Reciprocity

A further layer of complexity within the CSS is the ovigling idealistic discourse of respect,
values and social justice. These notiespouseas guiding principles by CSS organisations,
are notably missing when it comes to the agefcies workforces. This disparity is a major

source of stress for workers.

| think that some of the stuff that people struggle with the most is how thdyeca
working for these agencies that purport to ha@vea value base around things like
respect and dignity and empowerment andike, those kind of stuff, but then they
dond feel like that is how they interact with their workers at &bh. they might hae a
really good kind of framework fa& how they work with clients but not at all how
they work with thei staff.| think that is really a consistent thing in the whole time
é that | worked in the sector but also since coming here as well, it keepsgcami

€ There is that overall kind of stress difficulties. (WfEBnale 10 yearsCSSand 4
yearsunion work)

This is clearly a paradoxical situation and it is hardly surprising that it causes workers stress
and grief Workers strive on a daily basisdeal with clients in a positiveespectful way and
they come home, so to speak, to their agencies to be treated poorly.

One worker who experienced a significant work stress injury shared her story about the lack
of loyalty shown by her agency over a sagavork stress incidentheir subsequent blaming of
her while she was on sick leave exacerbated her condition and hindered her recovery as she had

shown significant loyalty to the organisation and to her man&er states:

It took a lot of time for meotwork out that as a person and a workén Quite loyal
and | used to be very loyal to the organisation and very loyal to the maéafased

to stand up for her, that is what you do, §reuloyal and yo&re appropriate andti
was after, oh that you know tke thing that kicked it for me was when | got sicker.
(W9,female 4yearsCSS)

Workers talked about a lack of reciprocal loyalty; loyalty flowed upwards to managers and
the agency but it did not flow back down to the workers. One worker who endeding an
episode of major depression after a series of eligated incidents commented in relation to

her boss thaf she had shown the same consideration for her worker that she had shown [the]
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client in his complaint | would not have been so crughedi6,female 24yearsCSS).

Workers naturally expect loyalty to be a tway street in the CSS because it is expected of
them to show loyalty to the client base, the agency and to a certain extent theasedtoey
are negatively affected when they face the reality that this is not so. Workers clearly see that

reciprocity of loyalty should be part of the contract.

When it comes to the other issupsople feeling stressed in their normal work and
talking alout the amount of work they have, the changesare asked to be flexible

and change, those things still remain a stressor and | know there is pressure going
both waysbut | get a sense that loyalty is only one way and that;ist Wiwesri go

down. (W7 male,15 years CSS)

| would describe the culturé in our workplace we all work so hard and we work
really well with our clientsité a pity that management dbmvork so well with their
workers. (W5female 4 yearscurrent agency)

Schaufeli(1999 pp29i 30) comments on a violation of the psychological contract

A psychological contract refers to the expectations held by employees about the nature
of their exchange with the organisatidxpectations concern concrete issues such as
workload, as well agess tangible matters such as esteem and dignity at work, and
support from supervisors and colleaguBsus, the psychological contract reflects the
employee8 subjective notion of reciprocity; they expect gains or outcome from the
organisation that are proportional to their investments or inputs.
These gains or outcomes expected for workers in the CSS extend beyond mere pay and
conditions Workers in this studjelt particularly violated by the lack of reciprocal loyalty from
their organisations. This experience of being let down by management, especially in addressing
work stress issues, is importaback of acknowledgement by management with respect to

occurences of work stress exacerbates wodsrsss levels.

Theres about eight fultime staff and at the end of the year six of them are resigning
because thed just so much stress and, like people have saafstress that the
management doe@nundersand and fobs off ané sort of refuses to address or
refuses to acknowledgé. in our workplace we have a lot of volunteers who kind of
form the core of what we do and we have amazing self care and debriefing processes
for the volunteers, but not for tiyeaid] staff. (W22,female 1yearagency)

Schaufeli(1999,p 30) in discussing burnout sees tid@atlack of reciprocity is a key concept
for understanding burnout in health carehe burnout model with its focus on lack of
organisational reciprocitsesonates strongly with the participadtemments. Workers made
statements about a lack of loyalty, respect, compassion, support and appreciation shown by
managers in agenciebhe burnout model in this context of reciprocity helps to understand
worker®stressYou can hear the distress and disappointment in their narratives concerning

their organisatiorresponses and behaviours towards them.
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From the conversations it was also clear that the workers have further difficulties around the
notion of loyaltyto clients. A common theme was the difficulties of improving workers
conditions if it was going to negatively affect the cliefitisere is a very strong ethos and
pervasive mantra within the CSS tlddite clients come firéand workeréneeds are less
relevantHow do you address workéisnportant occupational health and safety needs if they,
the workers, are not in the narrativ®& one worker saiddealism is often abused | thirdnd |
do think that we ought therefore, if we also work together witbns, we ought to get a kind of
guidelinesor somethindor those that come after us. (W2&nale 16yearsCSS)

Agencies have policies on issues of staff treatment that use terms like respect and talk about
safe and stimulating places to wpbkit howthese are implemented is an issue for many

workers.As one worker commented:

€ if policies and procedures [are] in place they really need to be stuck to and | think
having that balance between cliebights and worker8rights clear and workers not
being undermined in that process of trying to assert the policy. (iathle 10 years
CSSand4 yearsASU)

Too often policies and procedures around such things as respect, values and treatment of staff
aredvarm and fuzzgwords in a document that gathers dust on a shelf or lies dormant in
computer files.

Workers in this sector take on board idealistic values around the principle that the clients
come first and one must show loyalty to them above all else, even at the exfpemes own
work-relatedneeds. Workers fall into unreasonable work scenarios and end up allowing

themselves to be exploited.

€ We tend to sacrifice our own interests for those of the cli&tsch meant for
instance that | took some things more lyimpwn than | should havé | really do
think that in our sector wige got to be fairly careful that we must also |adker
ourselves and not just our clien®snd as it is, we usually take home far less pay than
anyone else [of] our age or experienéeand idealism is often abused | think (W28,
female 16yearsCSS)

Another worker commented in the following terms:

Therds nothing given back you have this sense that everytlimgeen taken from
you and yotre meant to sacrificé The smell of burning migyr is very strong in the
air from where dve just left because éf what yodre expected té give up in order
to, that theré an empowerment of the client, but tliera disempowerment of the
workforce (W34,female 19yearsCSS)

There is a vocationaguasireligious zeal in this discourse that puts the cli@meeds above
worker®needsOne could form the view that if one spoke too openly and too loudly about
workergrights and needs as being on an equal footing with the clients, one would be cast in an
unseemly lightAs one worker said:
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[I] found that when you do ask for your board of management to become more
involved, you may cause some resentment, especiallytmesst from the CEO, who
saw this as a betrayal. The grievance procedérds my case [was] with [my] CEO.

It does become very difficul¥ou find your board members weaving and ducking
away, because they ddbrwant to upset the apple caét and your colkkagues doi

want to upset the agency and because youtdeant to upset the clients, and so it
becomes a kind of stalemate. (W8nale 16yearsCSS)

Idealism, loyalty, altruism, charity and a religious vocational sentiment is very much part of
the CSSpicture.One worker in a telephone conversation statpehcies prey on [a] Florence
Nightingaleresponsdrom workers (W11, male, 13 years CI3e overarching rhetoric of
idealism and loyalty hampers the drive to reduce work stress for workers. Xpastatve
elements are used against workers to retain the status quo and contaBotbstate and
federal governments and the sector as a whole arguably take advantage of workers through these
exploitative elementd hey act as braking mechanismsiethreduce agenci@amanagemefs
and worker8ability to take substantive action on work stress in this sector.

Idealism and loyalty ideation is pervasive in this sector and it does have subsequent negative
effects upon the workers. These are in a seéheé\chille®heel with regard to improving the
poor pay, terms and conditions within this sector and are very much connected to the specific
work stress experienced by CSS workers. Gusardansz22006p 495) note the connection of
high psychological claims in female gendered sectors and com@wenten dominate
industries such as primary school teaching and community service work is where stress claims
are notoriously high

From the worke@stories it is aparent these issues play a part in high psychological injury
rates sustained by workers in this sedtds more than the concrete systems and structural
effects such as workloads and other poor working conditidnis.research demonstrates that
significant work stress arises from the various players promoting and utilising this mixture of
gender expectations, the charity and voluntary model components and the connection to
vocational and altruistic behavioural expectations of workers.

A further issue ishe growing business side of many CSS organisations, especially the larger
ones, including the leading church organisatidine business side of these organisations is less
visible and is not promotedhis is in contrast to théeel goodanddcaring br otherérhetoric
that is used painstakingly in the recruitment strategies for new workers and in donation drives.
In the interviews workers frequently mentioned the business management systems (BMS) and
the increased competitive tendering not only betwienot-for-profits but also with théor-
profits. Carson, Mahe& King, (2007)notethe actual use of the business témalue added
resourcingin reference tdhe CSSIn actuality, factoring in specific economic adds

translates to extracting moftm workers through their benevolent and altruistic motives.
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As one worker with a very serious work stress related injury from which it took her five long

years to recover and begin paid work again, states:

I will neveri you know neveri let myself fdlinto the trap again of giving all to an
organisation and | think you need to go in very much with your eyes open knowing
that it is an industry that is undeesourced and you are expected to do more than
what you are paid to do reallyand you do mar hours than what ydre actually
contracted tolt is an expectation and it shouldrbe buté if youde someone that is
very idealistic and wants to just help people you probably [are] going to come off
second best because there ig astrong real busiass side of it and@ an under
resourced busineés (W9,female 4 years CSS)

On the one hand there are expectations of workers in the CSS displaying altruistic work
practices, established during our early colonial days of charity and voluntarism, gredabher
hand, from the micd980s onwards working in a quasarket model. The quasiarket model
is further discussed in the next sectiBnffice it to say here, that CSS agencies operate within
this private business model while still maintainingadfor-profit charity and voluntary model
of operation and status from which they draw the benefits of altruism and |Gyadise
inherent contradictions add to work&ssress in a number of wayss Carson, Maher & King,
(2007, cited in Community Servicaad Health Industry Skills Council 2008t21) identified,
workers perceived a dissonance between the caring mission and the need to competitively
tender with other agencies for work. Clearly relying orfedingiving and all caringworkforce
is a mismath when in reality agencies are operating quasifree market paradigm.

Findings from this study demonstrate that the promotion of, and subsequent outcomes from,
the overlay of charity and volunteer models, alongside the altruism, idealism and loyalty
componentsio play an ongoing role in hampering the drive to reduce work stress for this
workforce.The data supports the Effort Reward Imbalance work stress ttizoligrd,
LaMontagneet al.2007) which posits that when workers put in an enormous amdunt o
dedication, effort, time and commitment but experience a mismatch in terms of rewards and
validation, the result is occupational stress. In essence this is about an unwritten social contract.
A worker in a focus group commentadk are essentiallglealing with peoplé lives and thds
stressfuland | just think how we are rewarded is just quite disgracéhiB2,female 1 year
CSS)

3. The Mid-1980s Economic Rationalism

As argued in the literature review chapter, there has been research focusiogk stressn the
human services field, but there has been more emphasis on the psychological stressors to do

with the difficulty and challenging work with clients. As noted by a worker in a focus gitoaip,
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[previous] research has been too victfotused and we should look at the structures more
(W28, female 16yearsCSS).

The attention is now turned to the consequences for the workers-lifheed policies and
directions which began in the mi®80s and still dominates todadlis argued that the
dominance of an economic ideology taken on board by governments in Australia has
contributed to increased work stress outcomes for the CSS worlitdeceoted that this policy
direction has had significant effects upmarkforces in all industries in Astralia and indeed
globally.

In the CSS there sjuxtaposition between the quasarkets emanating from ndiberal
policy directions that began in the ri@80s and the charity and volunteer moBekraket
(2008p 3) notesthe establishment of new foation of hybrid organisations that combine the
logic of business with the ndbr-profit missiord It is not surprising that workers become
stressed trying to work within these oppositional paradigms.

The politically driven economic changes brought atbyuglobal nediberal policy
directions from thenid-1980s has added a further layer that has significantly increased work
stresdor the workers in the CSS. Ndiberalism is a worldwide economic phenomenon that has
had a significant effect on employmestituctures across all sectors in the industrial landscape.
As stated by Melvill§1999p 38), &ince the 1980s orthodox nretassical economic and
political thinking has heavily influenced Australian social and public pdlimhn Howard, the
former PrimeMinister of Australiawas a leading advocate of nifeeralism in the 1980s and
1990s(Quiggin 2010)In Victoria, from 19920 1999, nediberal policies were implemented
by the Liberal party and its then premier Jeffrey Kenfdtis was noted as thiree market
radicalism policy approaéiy Economoy2011p 05). As a consequence there has been a
considerabléncrease in insecure work, includisgorttermcontractual and casual work for
employees, increased audit requirements and competitive raimecdoperative structures.

The emergence of ndiberal doctrines has seen the Australian state and federal
governments setting uguasimarket processes in the C&3ate and federal governments are
the largest, strongest and most powerful feeders a8 sector in each state and territory
because they are the major funders of programs across this Adetwone(2011p 5) quoting
the Industry Commission figures of 19%bhows that th€ommunity Services Sectaras
funded to the tune of $2.7 billion by governments.

A current union worker summed up some of the issues:

The poor physical conditions such as overcrowded offices, the effects of tendering and
contractual work such as casualisation asftrttermcontract and low resources are

part of the layer of stress experienced by the workers in the (@8S, female 10
yearsCSSand4 ASU)
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The above workés comments clearly show the impact for workers ofliteralisnits
policy focus on the financial/monetary bt line.In the CSS these cost savings are in part
made through tendering processes and the subsequent outcomes of these processes are

worsening conditions, decreased job security and increased se33yth(2009p 15) notes:

The template for micro emomic reform was provided by the Hilmer Report (1993)
on National Competition Policy which proposed that government monopolies in
welfare and community services could be ambio competitive tendering processes
with potential savings to the public puisehe order of twentpercent

This opening up of the tendering and competitive practices in the CSS has significantly
changed the balance in the working relationships between the CSS agencies from one of agency
and collegial cepperation to one of comption. As well the sector was opened up to
competition through tendering between tiog-for-profits andfor-profits (private sector)As
Webster& Atkins (2011p 015)statedhe competitive tendering agenda was corrosive in its
impact on community sectorganisations, undermining collaborative relationghiphis has
played a role in increased work stress for the CSS workforce. As a worker in a focus group
commentedthese tendering processes cause major stress as there are less staff to do the work.
The government iplaying off one organisation against another (\W8&le,20 yearsCSS)

As noted in a research report initiated by the Commonwealth Gover(20&dip 8), &he
overwhelming evidence of extensive workplace restructuring in both health mumeucaty
services industries since the 1990s indicates that these environments can be characterised by
anything but constan@yOne worker who has seen the significant changes developing over

many years, including increased workloads stated:

[I have] beenin the sector for over 20 yeargve just seen a lot of changesorkers
arend validated, thefre not valued anymore and also tke workloads have
increased(W30,female 20yearsCSS)

A further consequence of tendering practices in the CSS is andadreimsecure agency
work and hence increased unstable employment for workkisin itself is stressful as

workers have mortgages, families to support and daily bills to pay. As one worker stated:

I had three jobs in the 1990s working in the housingtase All these jobs were
defunded, and resulted in three periods without work, through no fault of my own. In
the parlance of the time, | wadleffedy®? and found it stressful, mentally and
financially. The inability to control your employment situatisrmimajor stressor, and

is possibly endemic in the community seq41, male,25yearsCSS)

Furthermoreit is understandable that workers may choose to be silent about work stress

issues in such an insecure employment environrteatpossible that wrkers in such

2Z 4Jeffedd refers to the i mgnedahythethmen Premier of thedvictarlarsStaef pol i ci
Liberal Governmentleff Kennett. It led to large numbers of retrenched workers.
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precarious employment situations hold off discussing work stress at early stages and only take
action at an end stage where the only option is puttingviorikers compensatioriaim for
work stress.

An Australian Council of Trade Unions (ACTBport(Australian Council of Trade Unions
2011bpp 7, 9) states the Health and Community Services (H&CS)Bqrercentixed-term
contracts. This report notes that in terms of temporary employees Austsg@orgd highest of
15 OECD countriesSpain being the highest. As a worker commented in regard to the stress of

having an unstable earning stream:

€ Increased stress is derived from pomgoing timdimited ¢iloteddfunding, where

as a worker there is significant concern about what happens to the client group
identified need when funding is finisheks well as the stress this puts on workers,
[that is] having an insecure income. (WI8male 8 yearsCSS)

The implenentation of the nedfiberal market model in the CSS has forced organisations to
realign along competitive lines, has increased casualisation of the workforce and has increased
insecurity of employmentor exampld Community Services and Health IndusBills
Council 2008 30) Gstrong growth in casual employment from the 11890s onwards is well
documentedanddn community services, insecurity in employment arrangements is well

documented One workefs comment aptly illustrates this:

Ending precarus employment conditions, stopping the competition between services,
acknowledgingve live in a society, not a marketplace, and people we work with are
people not consumers. (W4inale,25yearsCSS)

According to the Australian Institute of Health and|i&ie (2011p 32) casual or contract
work in the general community and disability support services in 2009 ranged between
19 percentand 25percentandbetweem?2 percentand50 percentof workers were employeoh
aparttime permanenbasis

Along with competitive tendering processes there has been a focus on and subsequent
development of business management systems (BMSs) that originate in the market economy.
This has had a significant effect upon this sector, its agencies and the workgracé&&ovan
(2010p 27) notesdhe government is a significant source of much-padit funding and has
put its full weight behind the introduction of the new manageridigntharacteristic of this
shift has been an increase in administrative dutiegadi requirements. This is apparent in
the workeréfrequent references to the increased work stress from the increased administrative

load.As two workers wrote:

| have a strong belief that multiple roles can significantly increase occupational
stress.This includes increased data collection and report requirem@ht$9,female
12yearsCSS)
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The amount of paper work/administration that is required for me to do my job, at
times | seriously believe that the balance isp8€centadmin 20 percentgetting to

see clients. The administration component is nothing like | would have ever imagined
it would be. (W17iemale 2yearsCSS)

Business management systems in the CSS have a dominant fabesmcounting
accountability. The focus is almost exclusivetythe numbers of clients seen by an agency
(throughput and output) colloquially known dmsims on seafsCounting the throughplitthe
numbers of clients seénhas become paramouittis is an argument about quantity versus
quality. The measure of suess has become the numbers moving through the service rather than
quality of service. As discussed in Tyler and Wrighwork(2004) a culture of audit and
regulatory oversight has sprung up across a range of social spheres and orgaMéattians.
criticised the time they spent collecting data about outputs at the expense of quality practice

with clients.As one worker lamented:

Over the 20 years, | find that thésebeen a gradual drift, or not a drift, a policy
direction, a deliberate strategy from wygrnment and from hierarchy of the
increasingly large organisatioréh now a part of, thabrings a lot of stress that is not
rewarding, that is not positive, thainh not motivated to deal witithe sort of stress |

had in the beginning was dealing withents, getting my head around the job, getting
used to the pace, getting useduoat was then, a new area to live in, and over time as

| got on top of what | call the real things, the human stuff in the work, dealing with the
clients and the care giverthais gradually been shrunk and reduced and taken over
by bureaucracy and what they call theporting requirements of governméiaind
compliance and regulation and data input and information systems and lots of stuff
that | dori find rewarding at all (W35 male,20 Year CSS)

Power(1997, cited in Munro 2004 1090)encompasses some of the workarsyst when

he says:

The audit society is a society that endangers itself because it invests heavily in shallow
rituals of verification at the expense dher forms oforganistional intelligence.

The worker quoted above went on to:say

Well, theres quote unquote training, but the training is usually ci&ps very limited

and itts reduced and taken away very quicldy.People who are not orfenger
typists, it might be ok for them to adapt to a new syséerbut for those of us who
arend, who doi@ have those skills,@& incredibly challenging and stressfél. When |

first started in this job, the stress was dealing with the paedophiles and the agro
clients and the geography and the weather and the driving distance and all that stuff.
But, as | said over time that is manageable and | was in control and | was competent
and | was on top of my job. (W35ale,20 yearsCSS)

In the focus groups, worketlsemselves could see that the changes brought about by neo

liberalism and its subsequent accounting focus (business management systems) is adding work
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to already stretched workers and is subsequently creating substantial work stress fas them.
noted by Alebone(2011p 12), goroviders must engage with a complex system laden with
onerous compliance and reporting obligations which drain the time workers spend assisting

clientsd As one exchange in the focus group shows, this was seen as a major issue:

The giy whds just goneé seemed to be having some trouble with the actual inherent
work stress with dealing withis clients and stuff, but the rest of uéel got the
feeling wére sort of ok with thaé | observe with what other people have said, is that
weldre dealing with the system of which we are a part, not so much the work, the
inherent human stuff, but all the bullskit that, you know management, cuts and
funding and IT and systems and all that séuff think youére right, but the thing is we

do getthe stress from the clients, you knane they going to kill themselvyeand are

they going to do this and that. But | think we get enough team support or other forms
of support around that to contain it a lot of the time, but that stuff, the otherighuff

like € youdre got no control over thafW35,male 20yearsCSS)

€ yes, you havéh é youie powerless and thé the stress, yeyou do feel
powerless and ydie thinking [whether your] social work or psychology or whatever
is [your] degrees, yowbviously have to be doing an information management degree
at the same tim¢wW37,female 25yearsCSS)

€ what wakes me up in the middle of the night is not worrying about a cliént, it
whether éve filled in the form, ydire done the paperwork whetter 16ve sent this
letter. (W38,female 1yearestimate)

The above worketmarratives arealso alluding to the undermining and in some
circumstances replacing of trust in professional expertise by processes of audit Eenérdhe
emphasis becomes markéa numbers game, about verifying the number of clients moving
through the service, and not about trusting the professional decision making of worgevisvis
client needs. Audit thus undermines and replaces trust and professional expertise;dfis part
the new business management systems wtagka strong focus on verification and economic
results.

There are inherent contradictions in settingqupstmarket models, devised under neo
liberal policies, alongside the continued usage of the charityaluntary modelsAs Quiggin

(2010p 125) states the whole focus is viewed througreaanomic prism:

The economy is embedded in a complex social structure, and there is a continuous
interaction between the economic system and society as a whole; phenbkee
drus and &onfidencé are primarily social, but thegffect,and are affected by, the
performance of the economic systems.
Furthermore, as Allebor{@011p 12) stateséhe fact that the government ultimately pays
for the vast majority of theosts of service delivery seriously calls into question the privatised,

competitive model of welfarfe
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The industrial landscape has changed in a major way and more power sits in the hands of
employers and governments and not with unions and their menh&shtihe industrial front
necliberalismhas had a major impact on containing union power with subsequent negative
effects for workerg¢Kaine 2011) Furthermoreas Quiggin(2010p 171)notes in discussing
market liberalismd@Corporations have been derégad while the full power of the state has

been turned against uni@n3hree workers concur:

[I was] involved in unions before, you know, in my pésunions haved@t got the
strength anymore, this government has diminished their power over the yeatheove
last yearse the Howard Government. (W1fg@male 25years in CSS)

So 1, having come from that sector back to Australia, it was quite a shock to find just
how vulnerable we as workers, not only in the community sector, but everywhere, are.
I mean a friend of mine was marched out on Friday afternoon with two shoe boxes

full of his possessions after twelve yéaverk. (W28female 16yearsCSS)

One factor which resonated with me is the low level of unionisation in the sector.
When | first workedn hospitals in themid-1980s, levels of unionisation were quite
good, people had secure jobs and bullying, and other factors which have become so
pivotal, were not the problem they are now. Admittadtyonisation in the community
sector was always behirtkde health [sector](W41 male,25yearsCSS)

While few workers spoke in terms of economic rationalism per se, their responses highlight
the challenges they confront from the anomalies that are created when they have to work within
two opposing modelg.hat is, on the one hand they are expected to accept the poor working
conditions that evolved from the charity and volunteer models with its idealism, loyalty and
altruism, and on the other work withirgaasimarket modelThis incongruity presents
psychobgical and emotional challenges and stress for workers.

As a worker stated:

Stress in this field occurs on both a macro and micro level. On a macro level, we deal
with budgetary constraints and the resultant issues a micro levelbullying and
similar behaviours.Stress in the field in many ways reflects contemporary society,
with its focus on individualism, the subjection of us to I, and the false economy of
scale which is prevalent, where tidegottom lin® becomes the driving force for so
much. (W41lmale,25yearsCSS)

Neoliberal practices have led to significant changes in workforce structures, such as
increasegarttime work, casualisation of theorkforce increased contractual work and
individual workplacecontractsThe current industridandscape, in which workédigpb security
is fragile, is the dominant featurks well there is the added layer of insecurity of work in the
CSS through the opening up of free market ideologies through tenderagjibis known in

Victoria, compulsory ompetitive tendering (CCT) as well as inviting in fbe-profitsto
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compete alongside thet-for-profits. As has been showthis industrial reality creates
anxieties and insecurities and induces stress.

Community sector agencies and specifically thddesiin these agencies, that is, its
managershave to direct workers to operate within the policy directions coming from the
current government; workers are like leaves being buffeted by the changing political and
economic winds of the times. Therensoreover, a connection here to the emergence of mega
agencies and their competitive practices which do not fit well with models of charity and
voluntarism.These agencies still promote the rhetoric ofdiguistic missioband expect
similar altruistic b&aviours from their workerg:or example, Howe, commer(®003, cited in
Smyth 2009 20) ¢hat the Salvation Armg has net assets of at least one billion dollars and
would sit among Australia top 200 companié@Davidson(2011p 221)notes Gnanylarger
NPOs [non profit organisations] have become more corporate in their structure, personnel, and
operations and increasingly there is criticism of some for being too commerdalised

Koonin (2011)notesthatcompetitive tendering and underfunded cartshavein effect led
to the disappearance of the smaller seryiaed how community organisations need to focus on
business decisions, such as profitability as well as their mission. Furthermore, as some of these
smaller agencies ceased to exist, thgdaorganisations took up these contracts and hence the
development of mega agenci®gebster & Atkins 2011)

Bursiarts researclil995)into the community sector in Victorkighlights the stress issues
for workers emanating from poor working conditiosgch as increased workloads and job
insecurity. In addition she notes the effects of funding uncertainties, dictatorial attitudes of the
state funder, negative cultural changes and a breakdown of safety for workers, with verbal and

occasionally physical aaults.
4. Management in an Audit Culture

4.1 Introduction

Power is an important factor in an analysisygtemsand structures and work stress.

Specifically who holds the power, how is it used and the effects of management and governance
power structurespon workersDewe & QDriscoll (2002p 145) highlight @he need for stress
management programs to become more comprehensive and for stress researchers to pay more
attention to organizational issues such as power, control andée@mesworker in a focal

group noted that managememeé not accountable, and one of the issues in terms of resolving it,
that therds such a big power differential between someondsihananagement and someone
who® a worker. (W26emale 7 yearssame agency, unknown lengthCSS)

The focus here is on workéfeedback about managechjef executiveofficers (CEOs) and
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the governance roles bbardsof managemenBOMs) and orcommitteesof management
(COMSs) and their relationship to work streAs.noted by Dollard & Wineéld (2002p 9) &he
dominant view based on empirical evidence is that work stress and its attendant mental health
issues are firmly grounded in the way jobs are constructed, constituted and manatjest.
words they are socially determirted

A worker,who became ill due to significant work stress she incurred, in discussing her
experiences of oppressive managemémned her manager to MachiavéliThe Princgin
which the powerful elite manipulate in order to have power over others

| felt it went ®me way to explaining the oppressive power of management in my
organisation € and that in the workplace, first and foremost, you need to tin plate
your arse (W16,female 24 years CSS).

In a sector where workers deal on a daily basis with a multitudesnfsissues such as
major illnesses, domestic and sexual violence, child abuse, homelessneasdditaghol
misuse, it is necessary for workers to make sure they operate with the highest professional
standards and practicé§'orkers need to ensure stakes are kept to a minimum as they affect
real peopleslives and they are open to investigation and disciplinary actions. Hence there is a
compelling need to have knowledgeable, experienced, understanding and compassionate
managers to assist in suppogiand guiding CSS workerdowever the workerénarratives
are clearly showing that this is not the case and that managerial practices are causing them work

stress.
4.2 Ethics and Integrity

The workersfrom their position on thground saw a strong connection between their stress
levels and the negative behaviours of managerd.worker notediVorkers do not feel
valued because they are overworked, undertrained and undeNpait): workers | speak with
feel like thefre used as slavesghile managersteamleaders have no transparency or
accountability (W20, female 12yearsCSS).Another worker commented d@he need foethics
training. She suggested the needdetter education and training in ethical practice;
particularly for managment (W20,female 12yearsCSS).

Managers sit in a power position above workers andhasastrongpositiveor negative
influences onworkerddaily lives at workFor examplemanagers have the power to shape and
influence theworkplaceculture in agencies: a cooperative, respectful and active occupational
health and safety regime or an antagonistic, disrespectful and poor OH&S work environment.

As one worker wrote:

Dishonest and unethicatlanagersteamleaders set the mould for a wor&pé culture
of mistrust resulting in artevery man for himsdlfmantra where the client and
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workers will ultimately feel the brunt of the negative effects of this. (f¥@@&le 12
yearsCSS)

She went on to say:

No team meetings for information sharing asgpport.Ités a divide and conquer
strategy rather than a unite and build social capitahich | stupidly believed was the
goal for human servicerganisations. (W20female 12yearsCS$9

Many workers openly acknowledged and accepted the stress frgob titeelf, but the
tipping point came from the added stressors coming from manageksesrie worker noted
They love their job. & just therés stress that doe@meed to be ther&ou know the@ the
stress of the job, butt the management stress on toghat (W22 female 1yearsame
agency).

This is an important poinA large volume of research into stress in the human services field
focuses on clientelated stressors in the jobs, such as individuahoutand vicarias
traumatisationThere is limited focus on the overarching systems and structures, including
management structures and subsequent consequences for the wottéandg management
are in a position which gives them greater power and control over wavkanagers can for
example, choose to behave in a migranaging wayor in a more respectful, trusting way that
recognises the professionalism of their workbtiero-managing from an OH&S perspective is
identified as a work stress issiollard, Winefidd & Winefield (1999p 284) note
AManagement, supervisors, andworkers were more frequently reported sources of stress than
were clientd This finding is replicated in this study.

Worker®comments link into previously discussed issues about altruistic, loyal and idealistic
behavioural expectations of workers towards their client base and their agency; however
workers have experienced no such reciprocal response from their mamageminforces the
legitimacy of the Effort Reward Imbalance work stress model in the CSS. Workers have talked
about the lack of validation, appreciation and rewards (poor pay and working conditions) for the

hard work and dedication they continually show.
4.3 Bullying

Management has the power and control to leaddaind the development of th&orkplace
culture and environment. Whether that is a high morale inducing strategic approach or a
demoralising and ovegontrolling approach is largely in the hands ohagementlf managers
employ bullying practices and behaviours towards their workers, this sets up a culture of
acceptance of bullying, including collegial bullyingorking in cultures where bullying is
tolerated, especially if displayed by those in colpan turn the working environment into a

toxic environment for all concerneBullying behaviour is an OH&S work stress issue.
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Furthermore, as Mayhe(2000)notes management style and organisational culture can
influence the propensity for internal \@mce in thevorkplace
Bullying behaviour from management was a problem mentioned by a number of workers. As

one worker commented:

In our workplace many workers have compared the experience of domestic violence to
our experience as workers in that fielWe have been belittled by management about
the quality of our work and berated in surprise meetings as if wereeghty or
Glacloor dadh These experiences have created an atmosphere of fear and guilt and
we dvalk on eggshel®wvondering who will be next in line for a hardline performance
review. Management have sought to control and dominate by excluding workers from
decision making about issues that directly impact our everyday work procedures.
When management critse us for gossiping [or] supporting each other they seek to
isolate us from each other. Management have even followed the cycle of violence by
deing nicéjust after an abusive period. It seems so naive of management to think we
wouldrit be a wakeup to all this mnsense(W16,female 24yearsCSS)

She went on to say:

The alternative to this abusive hatred would be to practice common human decency
and for management to collaborate with workers about performance standards and
decision making. This would reduce ma$tthe work stress brought on by bad
management practices in my current workplace. (Vi&i@ale 24yearsCSS)

As stated by Richards and Freena@10p 10) dbullying more commonly occurs from a
higher level dowa Bullying as an OH&S issue can resultamworker incurring a psychological
injury. Furthermore, Mayhew & ChappdR007p 338)concludedinternational research and
our own empirical surveys have repeatedly demonstrated that bullying has a very severe
negative impact on the emotional wh#ingof recipients/victimis-a-vis forms of workplace
aggressionThis finding is of crucial importance for the mental health of wotkers

A worker noted that managers as bullies do not get moved from their positions, in part due to
vested interests of boardad CEOsWorkers on the other hand, get shifted somewhere else or

pushed out of the organisation. As one worker noted:

Serious issues in the organisational culture regarding bullying and stuff likeéthat
wond be dealt with in the organisation.@t eager to get rid of the person wt®
perceived as being the problem, than actually deal with the issue. (@/3dle 19
years CSS)

One worker stated that she has been very upset, dispirited and become stressed after
experiencing bullying from a eam leadr. She spoke of experiencing a sense of injustice
after trying to get management to address and stop the bullying by this male coltfagatso
noted the lack of adequate training for team leaders and managers about bullying in §keeral.

expressedie view:
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ItGs just a very, very unpleasant place to work in and | personally feel let down by
management. feel if management had said to sewe understand now whatbeen
going on, [and] we are sorry, but instead theyblaming meé (W8, female 4 years
current agency)

Another worker noted that if a manager could bring money to the organisation, their bullying

behaviour was ignored

[There was a] history o people getting unwellinder her managemerd] they did

not change a thing because she broughimoney and she brought in servicége
organisation was prepared to take sognecollateral damage with staff because this
person still brought in stuff and that was only a couple of years ago that she was
moved from managing people to more strategiff st a lot of peoplé€ ended up
unwell and even after me people were still [affectédpow of another person who

put in a stress claim{(W9,female 4yearsCSS)

A representative from the Australian Services Union pointed out thateébeiwe more dés
about bullying from management down to staff rather than collegial bullging further noted
thatworkloads and expectations are a massive part of bullying and harassmentf¢Wwals,

10 years CS8nd4 years union)The worker here is referring tehat is termed micro
managing, in which the worker is closely monitored and managed by senioDsiaifan argue
there is a fine line between managing/ananicromanaging workers; howevghe latter can
be seen as an OH&S bullying isstre2003 theHealthand Community Servicessectorhad the
highestwork-relatedharassment and or workplace bullying claims in Aust(@@96bp 17).

A second workes narrative also touched on the same experience:

| just see people, you know, particularly thbullying or micremanaging which |
suppose is a form of bullyingll those sorts of things happen, people mostly leave or
get sick or go on sick leave because of strasd | dorit know what the answer is.
(W6,female 5yearsone agency)

One worker spiee about entrenched bullying by both managers and workers:

[In regards to] entrenched bullying behaviours, management and workers often take
their stress and frustrations out on workers and clients and this often becomes a set
culture.(W20, female 12yeas CSS)

The workerénarratives describe many mana@drshaviours as abusive and that harm to
workers is considered collateral damabee workerévoices express shock, disappointment
and stress in an industry that promotes itself as offering rewarding work in which staff will be
uplifted by helping others. This added layer of bullying, the multitude of contradictions
experienced and the subsequeelings of being let down by management affect the
psychologicalvellbeingof workers and is a recipe for increased numbers of workers becoming

stressed and unwell.
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An important connection to the outcomes offiberalism in this context is how éffects
managergoperating behaviouas noted by Kelly2006p 1), who saw the increase in workplace
bullying, particularlyfrom the top down, a& consequences of competitive pressures, the
predominance of business values and, concomitantly, the declinitignéexy ascribed to

fairness and social justige

4.4 Reactive Management

A significant issue for these workers was the lack of proactive action by management about

work stressSeveral workers commented:

| think they wait until someone tells them ftieystressed or it becomes absolutely
obvious that thaye stressedl dond think theyre proactive about itl think they can
deny it.l think they can be so busy with their other tasks and it can be [a] low priority
until it gets their attention and thegand ignore it. (W1,female 10 years same
agency)

In our sector there is a lot of segregation and that atomisation and isok&atiBaople
working alone in many instances; disability support workérsyoute physically
isolated in many different ways aady attempt to break that isolation is seen as an
attack on € managerial control.€ | have experienced that because | set up an on
line group to break that isolation and that also caused all sorts of consternation and
things like that [by management}ML2,female 19yearsCSS)

Dollard et al.(2003)comment on the mythologizing of burnout in the service professions
and acknowledge the possible link to inaction by manageffbistin essence is suggesting
that burnout is seen by management as an indwicamsequence of work in the community
sector and therefore cannot be addredsedko allows an emphasis to be put on the individual
worker who becomes stressed due, supposedly, to her/his inability to deal with the job
requirementslt allows organisaons to ignore their systems and structures that lead to work
stress. As wellit allows for inaction on prevention and reduction of work stress at the

organisational level. It is the workers who suffer the consequences.

It all got very busy and very sssful and | spoke to my manager and | was basically
told, you knowto pretty well suck it upd This is how it isThis is the way it goes,
make this worké | spoke to the manager about being stressed and everything else
and was just toldwell, you know this is the work, live with it anywéayelt that my
hands were tied had gone to HR and they simply saidoh, wouldr it be nice if

we could send anyone on a holiday to Queensland. f@ifale 4 yearsCSS)

Other workers commented abouteat and agency incidents and who gets the blame. They

experience feelings of being let down and blamed by manageft®eahe worker commented:

The main theme of these experiences and observations is that managers and team
leaders are unable and or unwiilij to respond appropriately to their workéreeds
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following such an incident.have been amazed many times to hear that the worker is
blamed, treated like a failure when things go wroyet they were clearly following
managemefdt orders when the inahts occurred(W20,female 12yearsCSS)

One worker spoke about ams versus thefidivision. He shared with the group that he had a
breakdown due to work stress exacerbated bytieerdanddisbdivision between management

and staff However he nevetheless felt the need to work hard to develop communication

between management and workers because the structure of residential work is so isolating and

that workers need to have input into policy development. (\Wi2de,2 yearssame agency)
Workers alsspoke about the poor utilisation of power and its negative effect upon them.
Several workers experienced a typdiake no prisonefmttitude by managers towards their

workers:

The agency has a grievance procedéreeople who are union members have gone
through the grievance proceduge It&s been laughed at or dismissed by executive
managers.The very people who need to fix it, they have ignored it and they are not
willing to cooperate with their own grievance procedu. This is another thing
thatés been the source of ang8e have a grievance policy, but you write out your
grievance or explain i€ convey it and nothing is doné. How dare you have a
grievance against us3o staff inthe community sector or workers in the community
sector if € anytling comes out of anything you need to be able to go to [your]
manager or boss and® with confidence to convey [your] concerns whatever and
no[t] be punished for having the conce(i/4,female 6 yearscurrent agency)

[My manager] constantly hindered mpping processes by imposing-dibnsidered
and inappropriate demands and [she] migr@anaged me. (Wl1l@emale 24 years
CSS)

The power and control management has over warkepecially if it is used inappropriately
towards workers, including unionised workers, has stressful outcomes for them. Workers
observed how some managers used the myths of the sumtk as inevitable burnout, to ignore

or deny structural issues that therkers clearly saw as a major cause of their stress.
4.5 Skills and Training

Cotton(foreword to Stebbins & Harrison 20@3x) makes the point thathe incidence of stress
claims can be likened to a barometer that reflects an organisagadershigapability and the
quality of people management practizédany participants commented that training of

managers is deficienAs one worker stated:

Look I think the stress of working with the clients is quite high but | think the stress in
workplaces ishigheri mismanagement, poor managemeétitink generally it is quite

an unhealthy sector and | dérknow why, becausgou know| hear what goes oé

in the housing sectors and there are quite a lot of unhappkplaces out there and
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I&n concernec® a lot of people get quite damaged by work, by therkplaces.
(W5, female, 4 years current job)

As noted previously the whole funding model is an issue and within that are the inadequacies

of training provision for both workers and managé&sa workelin a focus group summarised:

| think the managemergsues seem to be pretty major and perhapshagacteristic
of a poorly paid sectair people go intdmanagemedtroles without adequate training
or experience. (W26emale 7 yearsone agency)

Therewas an acknowledgement of the challenge of attracting experienced managers in a
sector where the pay at all levels is Igvg.one worker stated in a focus group:

| still think it is the managemdist problemé and | guess maybe in this sector, the
problem é& bad management is thatét really hard to get the qualified and
experienced management to do the {§127,female unknowryearsCSS)

Other workers commented:

| think it depends a lot on management and the team théte/qot.é the sector is
attracting people who are willing to manage in a regional area, for 50 grand a year,
50/60 grand a year, who have no training, adequate training in whafrthdging so

that filters right down to the caring [of] staffw30,female 20yearsCSS)

The work was icredibly hard, draining, despairing, it was all of thos®u know, |
loved it,but the problems came, | thirfior lots of reasonsOne is the organisation is
run by someone who has never done any management tradigifthpe CEO] started
the organisatioré (W6, female, 5 years one agency)

Thais one of the things in our placeeople who werdh managers have gradually
taken on management responsibility and they hagmt the skill$¢ 1tés not because
people are evil or théye running an agenda or, @anything, its just because thég
not competent managers and they héveone the [training. Ironically, when you
work in human services, they hatiehad the people skills to manage their staff.
(W35 male,20yearsCSS)

Whether it is the inadequaterfding that is leading to poorly paid and hence inadequately
trained and qualified managers, or whether current forms of management training are
themselves part of the problem is an open questidrat is clearhoweveris that current
management practisare failing the workforce and this constitutes a serious issue for workers.
As documentedhe work in this sector is emotionally draining, challenging and difficult and
theworkloads are high and the workers are poorly resourtkd.workers need suppgand
direction from well trained and experienced managers to sustain them doing this type of work.
As participants have noteploorly trained managers add another layer of stress for Memis
(2011p 4) makes a number of assertions that might well have applicability todimenunity

Services SectoShe comments:
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It is worth noting from a practical basis, the educational standard of those working in
the sector vary widely, with many people, some in ggmigitions, being functionally
illiterate, while others, having been taught by custom and practice, display thinking
that is often rigidly codified by the profession out of which they speak and practice,
whether i6s nursing, social work, youth work, caelling and other similar
community professions.

4.6 Lack of Sectoral Knowledge

An important issue workers spoke about was the lack of experience and understanding from
managers with regard to the nature of the work itaelfl their subsequent lack of appriate

support and how this impacted on workers.

So thenyou get this management that you have to relate to, whé ceaily know,
who arerit really handson, so then they make decisions which affect you, and affect
your ability to do the work. (W3bale, 20 yearsCSS)

They really feel threatened, like Our current manager, has never been a welfare
worker or social workerShe started in administration, and §hé¢he manager, so
shds not properlyGeally trainedj [a] nice person, but not trained tater for what
we are catering for, because tliaywilling to do it for small bucks. We deserve really
good managers who know what they are doingdr&\ieot getting them, [becausé]
they go for the cheapest tender, and so they try to cut B8, female 20 years
CSS)

Another worker who became very unwell wrote:

Program Managemnd Assistant Program Manager demonstrated a complete lack of
understanding of burnout / compassion fatigue, e.g. Assistant Prolytanager
asked me if | thought | might Istressed and the Program Manager reported she
didn&d know what burnout really was or what it felt like and told me she thotibel

the last person to suffer burnout because of all mycsed strategies like yoga,
walking, bike riding!l felt this wasa very unfair comment and showed a lack of
understanding. (W2Iemale 3%2yearsCSS)

As well as the importance of sectoral knowledfere was also a lack of duty of care shown
by this manager towards the worker. The lack of sectoral knowledge wassesawace of
stress by the workers. This lack of understanding and experience in welfare work and the
subsequent impact upon the workers is an important isswe can workers be adequately
supported and work stress issues resolved if the managersradoaable understanding and

awareness of workebaeeds?

| remember saying to our CEO, we should be providing supervision for our
counsellors, clinical supervision, and she didmnderstand why.é When you have
got a CEO whose background [ia totally unrelated field], its hard for her to
understand, she was generally trying to but she cdulget past sayingbut | am
employing qualified workerswhy do they need superviskinso to sort of explain
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that when you engage é really personal work whergou are hearing lots of trauma
stories and absorbing peojdtegrief and all that sort of stufthat you need stresses
accountability and®@ making sure thayour counsellors are travelling okay with the
information andthat € you need awess to regulasupervision. (W0, female 15
yearsCSS)

As will be outlined later in this chapteyood supervision, or more specifically the lack of it,
is a significant issue in this sect&garts (2012p 178)recent research on supervision for social
workers found tht while 80percentof practitioners were receiving supervision,g@&fcentof
that supervision was provided by line managers. Line management supervision is not the same
as professional supervision and many workers commented on the lack of understanding b
managers of the role of supervision.

This lack of sectoral knowledge was seen as a major cause of stress by many workers.

So on one hand y6ee got the stress of your d&yday work, listening to peopie
stories, dealing with thatThen yodve got yourred tape, reports that have to be
written, therés management who doéspften understand the nature of the wdrk.
think thats a big one. Over and ovefstdoneé (W25,female 7yearsCSS)

They put managers in who have accounting backgrounds whavgutto balance
dollars, but they dad have an understanding of issues like continuity of care. (10,
female 15yearsCSS)

&Cos | think, wée talking about bean countess like all this management stuff is
coming from people who hav@ra clue. Um and theyde driven by all that retreat
from the welfare state philosophy. (W8male 25yearsCSS)

The work of authors such as Richard Senf&06)and Hall& de Gay(1996)about the
entrepreneurial self are relevant heks.Hall & de Gay(1996p 153) state dContemporary
managerial discourse stresses the importance of individuals acquiring and exhibiting more
fiproactive andfientrepreneurialtraits and virtued The emphasis on an entrepreneurial
approach to work from both managers and workers has oot the dominant neliberal
free market paradigns shown in the workeésarratives, managers are behaving within new
business management systems as if they are operating iprafibprivate sectorThat is the
focus is on outcomes no matter wkt@e cost andffects such as work stress, for the workers.
Workers clearly saw that part of this problem came from the lack of understanding by managers
of the work of the CSS.

4.7 The Meat in the Sandwich

It is also apparent that management are caugflateen their roles in overseeing the contractual
obligations of service delivery and overseeing their workers completing the work within tight

resources. Governments control the purse strings, agencies compete with agencies to win the
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tenders, and managent have to oversee the labour completing the warki-cost funding
models prevail in this sector and in order to complete the contractual obligations the major area
of cost containment is extracted from within the human resources. The result is heavy
workloads, continued low wages and poor conditions for workers.

One worker in a focus group commented on the underfunding isirek underfund[ing]
is an issue [as] to how management treats its staff (\/é2@ale 7 yearssame agencyp
second worker addetthink it all feeds in (W25emale 7 yearsCSS).

Another worker spoke about the funding shortages being used as an excuse:

So | think funding is a problem bét itG used as the biggest excuse every géme
d.ike, well, why we cadét have this for safe® @ \all, because of [the] budgeténd |
think it gets thrown around a lot just for an excuse for inaction. (\fé28ale 1 year
in same agency)

One longserving worker in the sector spoke about management relationships pre and post

the economic rationalist era:

Management used to be about working together to achieve a commaiizainl see
now iskey performance indicatod® these are what you have to dgo it is not a
collaborative approach, so isolation of workers causesentment of managemelit.

you dorit feel that yodre being respected in your job then that increases your stress.
(W8,female 30 years CSS)

Management have to fulfil their contractual obligations, and one approach is¢mausity
management strateggdin a resourcgpoor environmentAccording to the Community Services
and Health Industry Skills Council (CSHISC) Literature Review Re@®®8a) agencies
utilise CSS workerghigh level of commitment to the agency and clients to get the work done.
Theconsequences for the workers are ignored.

As one worker who hdseen ina supervisarrole in the past commented:

There is a real issud,think, in the community sector in terms of caring for workers
and its pressure around budgets and it seems, what that means is, that eventually
managemeng& will é depersonalise their workers [as] they just see them as
expendable resource@V10,female 15 years CSS)

Clearly the workers were cognisant of the positiomahagementt was clear that they
understood some of the difficulties facing management, especially in trying to manage all facets
of the work within strong budget constraints.

A long-termand knowledgeable worker across several sectors said aboutreet egency:

Managers are really struggling to get across everything that they have to get across,
and have direct responsibility for service delivevypu caiit have so many effective
balls in the air, so the managers do the best they can and we knowuhat course

if youde going to drop something you will drop the thing that is not squeaking, the
workers and staff. (W3%male 20yearsCSS)
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Managers themselves can be caught in an invidious position, especially in terms of the
limited, and often iadequate, funds available to complete the agreed contractual work. This
constrainthowever, can also be used as an excuse to behave inappropriately toward workers.
As one participant stated in a focus groupper management have seen cycles of disaesss,
inevitably the workers leave, ait@s about least cost to the organisati&nso there are clearly
some structural issues that are not going to go afV@B, male,unknown time in CSS}.is
apparent from the workeyearratives that there is significant poor behaviour, including lack of
managerial skills, lack of sectoral knowledge and inaction by management.

A clear point in respect to workénseeds from management was given in a written response:

We need to be askedby managemerit avhat it is that we need to cope with the
vicarious trauma®We need to know that we matter as people to managements That
a basic need. We need to be respected and have our opinions respectefer\ates,

24 yearsCSS)

The workerénaratives about management practices towards workers in thai@&s
removed from the recent research by I&riBollard (2011p 343)in which there is the idea of
psychosocial safety climates (PSC) in which organisations and senior management actively
engage in fostering the psychologieedlibeingof workers, including ensuring that enough
resources are available to foster growth, learning and development of the workers as well as

making job demands that are reasonabihey comment

a central target tomprove the working conditions is systems management and system
design.Without a proper design and management of work systems, unhealthy work
prevails, and leads to employee str&¥e. see PS(psychosocial safety climatek a
system generator and contethat enhancin@SCis [a] practical solution to promote
employee8 health, boost motivation and increase organization -effectiveness.
Leadership training and development is required to help managers understand the
work stress process and its implicatidoisengagement and productivity.
In conclusionthere were consistent viewpoints expressed by the participants about
managers having serious limitations in their management/leadership styles, inadequate skills
and training, insufficient sectoral knowledged sometimes displaying inappropriate and

bullying behaviours towards workers.
4.8 Chief Executive Officers, Boards and Committees of Management

Chief executiveofficers (CEOs) came in for some strong criticism: bullying, abuse of power,
targeting uniorsed workers and union delegates and a lack of appropriate knowSedgeal
workers across different agencies spoke of the abusive use of management powers, especially

by CEOs.One worker in an interview spoke about a past GHGisuse of power:
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the CEO jist walked in and put buckets and buckets of rubbish on myédbsksaid
d found all of this in a car that you had drivi@@ | share this car with fifteen other
peopleé | just walked out, and that was the end of thaBut then | resigned shortly
afterwards as | thought | am not going to work here [anymore]. (\WiaJe 15 years
CSS)

One worker talked about bullying and belittling froine tCEO in his meetings with her:

He would rant and rave for two hours and tell me how peopleddidapect me ah
that didri [I] see how they would roll their eyeand | meanreally! | was being very
professional and very ethical. (W@émale 5 years same agency)

Clearly this visual display of inappropriate and poor behaviour by CEOs does send strong
messages tworkers about where the power lies and the consequences of challenging that
power.

Some workers also expressed disappointmentheidinds andtommittees of managemeint
the CSS and their ineffectiveness in protecting workers and addressing the céusiesvoirk
stress. There was little evidence thaardssupported stressed staff well. Workers have shared
thatboardshave been ineffectual in assisting workers who are dealing with stressful issues that
were unresolvable at the management level. Theritapt question here is where are workers
to go to address serious work stress situations that are unresolvable at a management level and
which are not at 8/orkSafecomplaints level®orkers saw structures suchlamrds and
committees of managemesw the last resort in attempting resolutions to problems that were not
being addressed adequately by managenidéeise approaches did not reduce stress for workers
as their attempts at resolution resultedre often than not, in a poor response or no res@nse
all.

One worker spoke about the serious consequences for workers who attempted to call for

assistance from the board of their agency, including a case of serious bullying:

The letter from members of the union to the board of directors was askiteyifg

certain elements in the enterprise bargaining agreepientasré a demanding letter,

it didn@ ask for things, it wanted clarification on particular guideliresThey never
responded to us in writing, haever responded to us personally or by telephone

call. It was ignored and it was passed on to the executive manager and the executive
management tea@ who have since gone all out to harass, vilify, intimidate the
people who have signed that lett&f the people who signed that letter, abtari of

them have either left and found another job, they have been hounded out for one
reason or another; they have all left. (Wdmale 6 years same agency)

Another worker commented on the lack of response from the board:

| dond think | made a formatomplaint until | handed in my resignation laterabout
everything that happenefn that letter to the board stating bullying occurred@.
(What was the respor@aNone.(No written or informal talking with yoe) No. (How
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did you know it [got] to thdoad?)| emailed it to [all] the board(Did you have an
exit interview?)No exit interview(Were you offered oneNo, | dond even know if |
asked, | think | was so over it; angrypset(W6,female 5 years one agency)

Workers noted frequeirtaction on worker@requests for intervention by boardsiey
reportedthat boards and committees of managetwere inaccessible via CEOs or managers

who acted agatekeepersis one worker commented:

Now therés this filtration system going of | cand even get to the board, because
theyére all friends, handpicked by the CEO, tfreyfriends and family and whatever
T h e ynétrg@ng to do anything against the CEGs lall this nepotism stuff thast
going on as well, so no matter even if tlisreyou know serious issues in the
organisational culture regarding bullying and stuff like thiatwvond be dealt with in
the organisation. fs easier to get rid of the person viemerceived as being the
problem, than actually deal with the issue. (\M@4nale 19 yearsCSS)

Several workers spoke about nepoti€ine worker commented that a current board member
was currently providing a contractual service to the organisatiua.conflict of interest and
guestionable ethical practice was not seen assae by management.

One worker statedboards have got no idea wiaigoing on down there, because the only
conduit is the manager, who is only going to tell them dgbivdjs (W5, female, 4 years current
agency)

Another worker spoke about the curramiitations for board members in terms of them
having direct access to staff to gather some understanding about the &wwdtkisg
situations:

|6ve been on boards for many years and as a board member, and when, being in the
womelds refuge movement, whemete were collectives, you had direct contact with
the workers. You could find out what exactly was going on and yo@ tave to be

friends with the management to know what was happening., (i*3wle,19 years
CSS)

As has been shown by the workitats, CEOs have the ultimate power in an organisation
and how they behave towards their workforce, including their line managers, has considerable

bearing on work stress for their workforées one worker stated:

I do know that our manageisbless theitlittle cotton sock$ have repeatedly taken

up the line to try and get change and he just will not ligtethe CEQ and he wod

listen to them and they have tried to get better conditions for staff and he refuses to
listen and you caih go to the board écause he is the only access to the bo@h39,

female 20yearsCSS)

A union delegate spoke about an incident from his union delegate consultative role with two

fellow workers:
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[The] CEO had a meeting wittine [outpost teamjwhich is part of our organideon.

[He] started thumping the table and abusing people and telling them they do it his
way or no wayé This is the CEQand he upset them that much that [a workér]

went to the police and filed an assault [report]. (Wiible 13yearsCSS)

[A staff merber] joined the union ané& [has] been quiteactive é She has been
stripped of some of her responsibilities in twerkplace and accordinglyé her
career path comes to an erf8he is not going anywheée Shehas gone as far as she
is ever going to go in this organisatigBecauseshe joined the union¥es. (W11,
malg 13yearsCSS)

One worker summed up some of the structural issues to do with COMs and or boards

In our sector, the structure is often terriblyeak. It can be, it depends where you
[are], what kind of board or committee that agency can attract, what kind of expertise
is in that board, whakind of humanity, what kind skills, and very often | have found
€ the board or committee will bend to thédll of the CEO if that person does have a
strong enough personalityso it becom& a oneman or onewoman show, with the
board justé rubber stamping Iéve found that when you do ask for your board of
management to become more involved, you may cause resentmeré especially
resentment in the CEO who sees this as a betrayalreally do think that we ought
to look at the structuredVe ought to have much strongéhmere isr@i a good human
resources personnel like there used to be in the old daylspf management system,
within the community sector. (W2@&male 16 years CSS)

It appears that the governance structures have little impact on reducing work stress and can
exacerbate stress for workeldsually, as a last strategworkers approach #ir agencgs board
of management, and as @i the strategies mainly fall on deaf ears and this further adds to the
stress and sense of failure in finding a resolution.

It is acknowledged that inaction bbards and committees of managenmeay be due tthe
parameters of what is constituted as a governancé gaeerning and not managjrdayto-
day activities. Howeveltt is theboards and committees of managenvemb are ultimately
responsible for the organisation and this should includeséibeingof the workers.

Morris (2011)highlights the issues and limitations that are raised when boards of
management in thideminisedworkforce, are predominantly male and are recruited from
outside the sectoBhe stateéMorris 2011p 5):

Most boards argoredominantly peopled by men; most boards have people from a
range of sectors who do not necessarily work in the sector or who have sector

experience and who bring a corporate business worldview to contribute to the
Community Benefit Organisatiorischariies and not for profits.

She goes on to note éthe board diversity is reflective of the cultural, social, economic systems

in Australian society which defaults to white male economic perspegtives
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5. The Fallout

As previously documenteduch has changed the CSS since economic rationalist polices
have come to the for&@hese changes have certainly not enhanceditieel experiencesof the
workers. As one worker statdfie pay rates and conditions are far worse than | was receiving
when | worked in &ery similar position in Queensland in 19%7irteen years ago (W20
female, 12 yearsCSS).

There is muclikind and caringrhetoric about the clientbut not about the workerés one
worker succinctly wroteTimeto reflect, support and grow workersfiequently not considered
within the need to reach targets and to keep going in challenging situations fgh'de 8
yearsCSS)Another worker commente®'ouhave got to look at the whole ridiculous nature of
putting yourself as an organisation [as]ri@g and sharing, [thads] burning staff out, treat[ing
staff] like shit (W9female, YearsCSS).

Many workers shared about a wide rangavofk-relatedhealth problems that they had
experienced: clinical depression, bout, breakdowns, increased selédicating behaviours
(prescription drugs, smoking, and alcohol consumption), and incidents of post traumatic stress
and episodes of high blood press@ee worker spoke about her attempted suicides due to the
consequences of developing a severe psycloalbigjury from the stress incurred from what
was expected of her in a position within an agency in the CS$Sféniale 9 yearsCSS).

Telling comments were made by a worker who was new to the sector

| suppose thds sort of the reasorérh here, that @5 just been, | ddhknow,ité been

a huge ey@pener for me to see how badly staff can be treated | suppose @

been amazing for me to see how people can stay in this sector for so long and to put
up with stress for so long. (W22male 1 yearsame agency)

Another worker commentedithought farming was toughyorking as a social worker |
experienced quite ruthless organisations as employers (I8, 10 yearsCSS. Incidentally,

this worker shared his plans to return to farming as he considers it less stressful.
5.1 Funding Shortages

The reasons for the health consequences and damage experienced by workers in the CSS are
complex.However, it is argued that the structural andesyst issues and weaknesses in the
CSS play a lead role in workers experiencing psysdmal work stress injurie€©ne worker,
who now works in a government department, stated that she is much better protected and the
organisation is better resourced conaggbto her experience of working in a regional CSS
agencyShe spoke about her experience of significant work stress, including subsequent
depression that emanated from serious events occurring over a long period of time in a position
she held for many yeain a CSS organisation (\Wigmale 6 yearsone agency).
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A further worker made the comment that she is looking for work in a government
department as she believes government employed workers are better resourced, the pay rates are
higher and there are m@promotion opportunities and protectigh5, female 4 yearscurrent
job).

As noted by the Community Services and Health Industry Skills Council r@0@8ap 22),
dn some cases, the prices tendered to perform work are so low, the overall pricauf§icient
to cover even the basic service requirements of cGgrtsv, then can agencies provide
adequate structures and supports to protectwwekforcefrom work stressors starting from
such a low funding bas&€me worker stated théte fundingdoesi allow for things to change
and people burn out and get an unsympatheponse (W4Gemale 12 yearsCSS)

CSS workers are more vulnerable to work stress due to these overarching systems and
structuresGovernments, state and federal, largadidithe purse strings, and also have the
control over all aspects of the tendering procegses. worker observed who has worked in
private industry as well as this sector:

My experience of both sectors [private and public] has shown me that management
and workers in both sectors behave in much the same way but the main difference, as |
see it, is that those in the Human Services Sector are far more psychologically
unstablefor] damaged due to their ongoing exposure to stressful incidents, ridiculous
workloads and insufficient suppoessistanceappreciation from managemeitvi2
female, 12 years CSS)

Another worker commented:

People have ridden on the excuses or the rationale isadiit underfunded sectér |

just think gosH it has got to be one way or the othdfrit is underfunded to that
degree that you cd@nhdo the work safelythen that issue has got to be pushed up, but
you carit keep pushing it down and expect that [llit] is going to continue along
okay (W15fenmale, 10 yearsCSSand4 yearsASU union)

Many workers clearly saw the connexctito work stress due fallout from the inadequate
funding of this sectoin the Community ServicemndHealth Skills Counciteport(2008a)it
notes the use dbw-costfunding models by the government in respect to both the health and
community sectors. It was well recognised by some workers that in their fight for survival
organisationgut in tight tenders and within these submissions there are insufficient redources
sustain and protect the worke®ne may draw the conclusion that workers are not a priority.
Tenders are based on accounting models, maximising numbers of clients through the system;
other fators such as sustainability andkurvival of the workforcé generally not factored
into the tendering documentaunds for the basic needs of workers, such as adequate staff,

decent supervision, appropriate training, critical incident stress management and adequate
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debriefng, are extremely limiteddne workerand exmanager statedhis sector has got to get
a grip, as it chews people up and spits them out (W9, femgkardCsSS).

Other workers have commented:

Resourcing is a massive issue in the seétoon the other hand there is a lot of
agencies that neet do better with what they have got in terms of resouécean
exampleé some organisationé they will spend a lot of time doing policy around
utilising cars, so they track their assebsit they woét have all of their policies up to
date aroundé peopets work and safety(W15, female,10 years CSSand 4 years
ASU)

An exteam leader in an interview stated:

| think the community sector is vulnerable to a large amount of work stress because
often they dod@i receive adequate fundingnd resources are tight and things that
support staff are often skimped @®o | think that means that the community sector
can lose good workers, issues of burnout or going [into] government institutions
where work conditions seem to be better. (\WédGale, 15 years CSS)
It has been discussed in earlier chapters that wdngays terms and conditions have not
increased anywhere near those in the private and government sectors of the workforce. As stated

by the Community and Health Skills Council rep@®08ap 58),

The strong costontrol strategies adopted by both state and federsrnmentsand
the historical devaluation of care work jointly contribute to a situation in which
levering wage improvements in order to maintain labouflow is particularly
challenging.
As noted there was a universal understanding amongst participants ahonatidtpiate
funding for this sectords one worker noted would be able to do my job properly instead of
band aiding and there is a lot of stress from never really being able to fix something (W39
female,20yearsCSS).
Another worker spoke about outcomes from the competitive tendering processes in which

workers can be disadvantaged, including experiencing increas&tbadpressures:

Theye got the [agencythatdl do the tender for the cheapest; one way organisations
are doing that, theye saying ok if we pay you the award or close to it, what we can
do is put you on four days a wedkthat suits somebody, titatfine, but what théye

got to do is deliver that [same] job in four days a week instead of five., (ié@2ale,
10+ yearssame agency)

As an experienced CSS worker who is currently working for the in the Australian Services
Union commented on contractual work:
There might be thregear € funding [contracts that] the governmértresponsible

for and | guesghe way that the organisations [are] getting around not paying out
redundancy or those sorts of things, is by keeping people ontéiradcontracts
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It dmere of an entitlement than a condition but working in those sorts of conditions is
stressfulé that [income]insecurity. (W15 female, 10 yearsCSSand 4 yearsunion
area)

Other workers shared their views on this matter in the following way:

| think for funding bodies in particular to realise that you have to build in funding to
enablestaff to be doked after and the expectations on staff to be realistic and the
nature of engaging with individuals whwave really complex shitful lives, that you
canm do ten of those in a day All that sort of thinggé really needs to be factored in

at the funding leel and then at the level of whoever is head of the community
organisation,about how funds are disperséd There has to be a package that is
available to implement these systems even though it takes time away from the dollar
creating client contact workW1Q female 15 years CSS)

There is a lot of burnoué because they just put it down to the way the agency
responds to funding requiremerd the tenderl think theyre at the mercy of getting
the government contract so the government is dictating tagéecy how the jobs will

be donel suppose thdye, they have got the money, téreypaying for it, but they
dond really ¢ havee OH&S uppermost in their mindggovernmenis no. Theyre
thinking they want a job done, but one suspects thafrtheally so removed they do
not actually understand wh@t going on, on the ground in the agenci€bey get
reports from the agencies but | dbknow whether they have got people who really
understand about work stress, who are in control of these fugdamgs. (W1female,
10yearssame agency)

She goes on to say:

| think everybody has a lot more demanded of them because governments are
demanding more from agencies in terms of accountability {¥iale 10 yearssame
agency)
A major, and possibly the gatest issue, about this sector and work stress come from the
fundamental structural weakness withie sector, that is, the shfaifts in funding to complete
the work.The lack of adequate financial resources to safely complete this difficult and

challerging work has serious work stress consequences for thevG&rce
5.2 Workloads

The inadequate funding levels and the subsequently unbearable workloads were frequently

mentionedOne worker offered the following insight:

| am having to cover three argan the one working week and trying to [prioritise]
that wasé impossible.l had been doing housing and someone would come in and
want to talk about reconciliation or financial counselljrgnd you caft say6 Gaway

and come back tomorr@when they are in tears at the front coungéerSo one of the
real problems | feel in the sector i€ when you are doing it in the one agendy it
really é very difficult. (W1l male,13yearsCSS)
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As one longserving and highly experienced worker summed u

| am20years in the field and | came from private enterprise so | have@gédars of
poor pay, shocking conditions, appalling superannuation and having to deal with the
kind of trauma on a daily, weekly and monthly basis and if | worked in the emgrge
services' and that can be any kintiospitals, police, fire [persong] our conditions
would be treated completely differentlyor some reasgnbecause when we see
violence or when we get exposed to other péspi@uma it somehow shouldh
matter, and | find that [is] appalling and our sector h&shewed upworkers and |
have seen good workers leave the fidldhhave seen workers just destroyed and
agencies that dah handle that well, that d@hunderstand how to respond better to
what are horredously overbearing loads at times for individuasl am [currently]

in a [certain] position, | see it happening everywhéreyou know destroyedis a

very graphic word but when you see somebody who is no longer able to woik, who
lost theirconfidence, whis retreated. | myself have ended up housebound through [a]
place of work and | ended up housebound only for three mantksr three month |
couldré go outside my door and it was purely work relat@®39 female,20 years
CSS)

A worker from one of the focus groups shared his views aboutdhdoadand the
changing cultureHe stated that:

The reason that | was late getting [here] tonightdyveehad a reduction in staff from

six to three. So viee had a50 percentreduction instaff. Two people resigned and

one person went on leave for three weékddve officially got a case load of five, but
wedve been running cases, unallocated, 4gorty, and | just put twenty case notes
away. (W35male,20yearsCSS)

In the storied accousf the workers there was a constant flow in the discussion regarding
the intensification of workOne worker shared that there was a doubling of workloads for her
and four other colleagues in a direct care section with no extra workers being appcastasito
with the additional workloads. This worker noted that higher status workers, including
management, were employed, but no extra direct care workers {#38le 20 yearsCSS).
Another worker also commented on the increase in managerial positideghetfront line

positions were declining

It used to be, when | started, again years ago, it was a team and we were all in a
principal officer [position] as they were called thefihe person who ran the
[nominated]care program would have a case loac all had a case loadve were

all working on the same stuff. We met regularly, we had supervision all the time, it
was a small team, community based, and over the years management has come in, so
they started to hire managers to manage the team. So [drejepeople who ared

really hands on. (W35nale,20 yearsCSS)

The workers in this study accepted that the nature of the work plays a role in causing work

stress. However, they also expressed frustration at the lack of will shown by management to
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address either the clientelated stress or the more structural causes of work sBassworker
commentedl think a certain level of stress is expected in all whibwever, as a sector we
need to be able to acknowledge the potential impacts of our worllamdfor space to reflect,
grow and sometimes heal (WI@male 8 years CSSPne of the unacknowledged outcomes of
increasing workloads is this lack of time for workers to reflect on their praétgdiscussed
previously workers are stressed by the lack of adeqdetarieing and supervision in which
there would be opportunities to reflect.

Often the participants commented on the relationship between work stress and the inability
of management to firstly acknowledge ocaedly take action to reduce evacreasing
workloads. The focus instead, is on gt@rttermgain of getting through the work and
fulfilling the contracted throughputs and outpu{s.discussedh number of participants put the
view that this emanateargely from the poor funding bai®atagencies in this sector have to
operate within to complete the contractual service agreements.

Other research has also found clear links between workloads and workAsgreeted by
the South Australian Council obSial Servicé paper(2010p 21), ¢he employment model in
the community services secigarttime, increasing workloads) is contributing to workplace
injuriesd Houtman and Jettinghof2007)note that poor working conditions, such as high
workloads and insecure employment, is a cause of stress for waxkeosker in a focus group
commentedCommunitjteams ten years ago usedom four staff, now wiee down to one and
the impact of that ohealth and safety and stress is jpeenomenal\W37,female 25 years
CSS).

A further reason for the increase in workloads is the increased administration work resulting
from the development and implementation of business management systems that esreerged a
key aspect of dominant néiberal ideologies. As noted in\4ctorian Council of Social Service
(VCOSS) repor{2012p 12), The Productivity Commission observed that organisations have
beenfiswamped by contractual regulation, a multiplicitygborting requirements, micro
management, restrictions on other activities and significantly greater compliance bdrdens

As Baines(2009p 7) notesabout the NFP sectors in Canada and Austrd@tfiereased pace,
volume and intensity of work leaves worketulnerable tdurnoutand stres® In theVictorian
Council of Social Servic€012)report they discusslak between the global economic
downturn and its effect in Victoria, in which there is increased unemployment, job insecurity,
financial stress ahmental health concerriBhis in turn means workers in the CSS are being
presented with clients who have more complex problems and the end result is heavier and more
difficult caseloads, but with increased time pressures to complete and move theluigergis t

and ultimately out of the service.
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5.3 Supervision

Inadequate or poor supervision, and in some cases no supervision, was a strong theme from
participantsThis is an important issue as the nature of the work is challenging, difficult and
emotionallydraining and one area that holddquial to assist workers to debrief and to some
extent offoad the stress, is in supervisidiurthermoresupervisors are in a central spot to gain

a greater understanding of the causes of wobkémsss and could be an ideal conduit to further
investigate this important issue.

Clinical supervision addresses how the worker is coping with the client work and there are
expectations that support and direction to assist in this work will be providedtlinical
supervision component for workers in this study was found to be inadequate and at times
missing altogethes one worker wrote in reflecting on her experience of significant trauma
and subsequent psychological injuries, including a bout @&rselepression that emanated from

a serious work incident:

It was a tough job and extra tough with incompetent support. In retrospect | should
have proposed that | be provided with external monthly supervision. | know that the
organisation would not have rpvided this because they did not value the program
enough to pay for this and they did not support the empowerment of workers that this
would have encouraged. (Wl&male24 years CSS)

Supervision should be the place where a worker can discuss isstreasgheir health and
support needdhis, too, was found to be missingn important point was made by a worker

about the lack of avenues to discuss wolk&ress in supervisioshe commented:

It is very clear in the [OH&S] Act that psychological lithais includedé | dond

think that kind of supervision that people are provided with really allows for khat.
dond think you can have line management accountabilities supervision alongside
something that [is] going to genuinedy talk about psychologat health and that is
going to happily ceexist (W15female 10yearsCSS, 4yearsunion).

Egan(2012 p179)comments in research into social work supervision in Victoria

about twethirds of respondents were supervised by their line manager and the

majority of survey respondents had had no choice of supervisor. A review of the

literature about line management and supervision in the managerial context
demonstrated a greater focus on line management and organisational monitoring in
supervision (admintsative function), without necessarily valuing the other functions.

One worker who was in a job for six years and experienced sevaigelateddepression
said | got some supervision only in the last year that | was there {@&ale 6 yearsCSS)
Another worker saidWedidn& get regular supervision; we di@rget any mentoring (W9

female4 yearsCSS)
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When supervision did occur, there was less of a focus on discussing how the worker was
coping and what support they may need to assist and stp@arin generaMWorkers spoke
about supervision focusing solely on how they were going in regards to completing the service
provision that is, getting through a quota of clierAsworker notedhatsupervision is about
monitoring rather than supportinghe statedSupervisioris ad hocé it has become about line
management, not actually about how §euravelling as an individual (W3%emale20years
CSS).

Another worker commented:

In my experience, worker care is often éhery poor cousi@in supervision and whilst
I understand how this occurs and am guilty of perpetuating this situation, | think that
the health of a worker needs to be paramount. (\i&fiale 8 yearsCSS)

One worker half jokingly spoke of his involvement in this reseavchs group as a form of
supervision by statingh, great being here as | hav&rad supervision for about eight weeks.
(W35 male,20yearsCSS)

A further difficulty confronting workers is the increased nature of casuadtamdterm
contractual work ithe CSS and the implications of this for supervision. This raises the question
about additional trust and vulnerability issues for workers in an insecure employment position.
It adds to the degree of difficulty in discussing stress and coping issusslaisdires may
directly impinge upon your employment statimsfact, one would be unlikely to complain
about not having supervision when it may jeopardisésoamployment.

Agencies and their managers who do not provide clear, helpful and supportiveéssoperv
are letting their worker down, and this can add additional stress to already stressed workers.
Several workers commented on stress being a cumulative prBogssvision is an ideal place
to gather a greater understanding for the worker of thesssuesing them stress. This lack of
supervision is further evidence of the lack of proactive action on stress reduction.

Proactive approaches to stress reduction in the CSS are poor, and if the first line of potential
actioni supervisiori stifles or ignores these serious issues for workers it has the potential to
exacerbate workedsleclinein health When stress is unattended and left to fester and spread it
is not surprising that the end result is a more serious psychological injupptamdial work
cover claimAs demonstrated in the following chaptére work cover claim journey is far from
satisfactory for all concerned, and most importantly, for the injured workers.

Sanderson and Andre@&006 p69) research on common mental dgers in the workplace
drew reference, as part of the psychosocial work environment, to the more recent concept of
organisitional justice as a predictor of mental health in the workplace. They state that
@ Or gatiamal jssticeé refers to fairness of worlkgce processes and is usually conceptualized
as having 2 components: procedural justice, meaning accuracy and inclusion of decision
making processes; and relational justice, meaning polite and considerate treatment by
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supervisor® The workerénarrativesabout supervision do appear to have some resonance to
this concept obrganistional justice, or more specifically the lack of it with respect to

supervision.
5.4 Skills Issues

According tothe Community Services and Health Industry Skills Council (CSHISC) Literature
Review,(2008a) the need for skills training comes third behind competition and people
management in the H&CS industig.addition, they note(@008ap 19) & number of
researbers have established a link between the pressures created by this low cost environment
and the expansion of legkill jobs, particularly in community servicg$urthermore, the
research conducted by Meagher & He@§O06, cited in Community Services ardalth
Industry Skills Council 2008p 2) that focussed on care workers found a large number of
community services workers are starting from a very low skill base.

Participants in this research reinforced these observations in a number ofAwar&er in

a focus group commented:

A lot of registered training organisations want the big bucks, sathg@umping out
these courses and people are doing these courses andt draimed [well].
[Subsequently these workers] will sayldl do that job for that amunt of money and
1dl care for this amount of clients and then they @drave the [adequate] training.
Training organisations are giving them their Certificate 1Vlinweeks for [around]
five hundred bucké Yearsago we earned our training wheels with long hard work
and a lot of study. So that has also impacted on the sector as well. fgi'zde 20
yearsCSS)

This longserving worker was drawing the connection to the difficult and increased stress she
and her fdbw workers were experiencing in working alongside poorly trained colleagues. This
added to their workloads, but also diminished their ability to stand up for their professional
standards as well as improved pay and conditions. Having to work alongsisigpgaat poorly
or minimally trained colleagues places extra strain on already pressured workers. The potential
for mistakes and increased problems is obvious.

In Wagner and Spengéeresearclki2003)discussing organisational practices in the
community sedr, they note the practices of employing sérained or untrained workers as
well as using volunteers and students in professional dDiesinelliés (1999p 19) research
discussesle-professionalising social wordby reducing complex interactional tagkstheir
component parts, thereby making them amenable to being undertakendpyatiied or lesser
skilled workeré

The work in this sector needs competent and-tk@ilhed practitionerdt is important and

exacting work and requires skilled workéssdo the jobs wellA worker commented she came
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along to the focus group because presently four of her colleagues were not at work due to being
on sick leave for work stress.

5.5 High Turnover

One worker described clearly the stressful effects relatedriover of workers in the CSS:

The other thinghat impacts on me mo#e is sometimes the fact thpeople are able

to just let go; they just keep changing joBemethings wrong, something is really
wrong and | am talking abouts systematically wrong It is a system thing [as tO]

why people keep moving on from job to job to goband é particularly [in] this

office aboutsix or seven people&s 13 or 14 people [have] gone in four and half
years.To me, thas weird; you have got 200 percentturnover. We are about to have
moreg by the wayé You have got to teach them systems and everything else like that,
as they come into the job aBdthe pressure is back on the normal case manager or
family services practitioner to help or mentgenerally a newemployee(W7, male,
15yearsCSS)

Another worker commented on the issues and effects of retention in the CSS:

Continuous feelings [of] loss hit workers because of poor worker retention in human
serviceorganisations and people move on rather than fight the system. This breeds a
culture of learned helplessness in workers who have no choice but to\St2g
female, 12 yearsCSS)

One worker commented on the common individual approach to dealing with work stress
Peoplemight bounce around or might change agencies a few timessaméimes they leave
the sector abgether (W1bfemale 10yearsCSSand4 yearsASU).

These workers were frustrated by the constant turnover and low retention rates Mg0SS.
the increased staff movements themselves result in heightening distress for workers. This
situation leaves remaining workers with additional wéwk.documentedheworkloads are
already high and then havingite@ven temporarily pick up added work isausing increased
work stress. Earles & Lynf2009 p 106-7) state

There are also anecdotal indications that the inability to fill or backfill positions with
appropriately skilled people is increasing workloads for existing staff, and affecting
staff morde and agenciéxapacity to delivetimely and highquality services.

The South Australian Council of Social Service information pé@t0)highlights the need
to look at retention problems with the ultimate goal to improve staff and organisatioraiewelf
They reported that staff turmer rates for the CSS Australede were 16.3ercentin 2003
04, but had increased to 2%&rcenin 2008 09. Not only is the turnover rate unacceptably
high at almost 3@ercentit has almost doubled in five years.the Australian Government
National Compact Docume(iDepartment of the Prime Minister and Cabinet 2010D), there

is an acknowledgement of the ndedcollaborateon workforce strategies to improve attraction,
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retention, development and recognition of paid workers and volunteers in tfog-pobfit
sectoband a priority area i&o improve paid and unpaid workforce issi@$ie ultimate
challenge will be findinghe will beyond the rhetoric to seriously address turnover and hence
have an impact on the high levels of work stress in this sector.

One participant wrotd=or workers, my observation is that workplace stress has become a
key factor in failure to retaistaff (W18 male,10yearsCSS)Research reports tend to focus on
recruitment strategies and do not seriously address the causes of why workers are not staying in
one agency for any significant length of time are actually leaving the field altogether. The
findings emerging from this research highlight the importance of addressing the various
fundamental issues about retention and turndket is, high work stress levels.greater focus
on recruitment sategies without addressing the causes of high turnover will do little to redress
the problem.

In the report by the Community ServicasdHealth Industries Skills Coundi2008a)
exploring skills growth or skills atrophy, it is noted tkia Community SericesSectorin
Australia has many key preconditions for atrophlave-based funding model, diverse and
difficult to characterise employer ownership profiles, fragmented employment structures,
challenging and difficult job designs, low employee recepgsgsrio training, inactive and low
mobilising professional groupand splintered perceptions of customer need.

Furthermore, as discussed in the earlier chapters, various other researchers have also
highlighted tha@ssuegelatingto retentionwithin the CS. Workers are leaving in large
numbers, including an increase in the younger workers moving on more quickly than has
previously been the cagéllen Consulting Group 2008; Community Services and Health
Industry Skills Council 2008a, 2008b; South Australi@ouncil of Social Service 2010)

Senneiis (2006)exploration of new capitalism has highlighted the chain reaction happening
in terms of missing loyalty when work is determinedshgrttermarrangementd-de notes
there is a lack of institutional loyaltpwards workersand workers are responding in kind.

There may be relevance here for the younger workers in the CSS, who are less connected to the
increasingly redundant concept of employer and employee loyalty and therefore tend to move

on more quickly.
5.6 Stigma

Work stress is a psychological injury and several workers in separate focus groups spoke about
the stigma surrounding work stress and how work stress can consequently end up being a
hidden issug(W39 andW40, femalesrespectively 2@dnd12 yearsCSS). The additional

stigma is a secondary, albeit sildmirden one has to endure when suffering from work stress
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(Dollard, Winefield & Winefield 1999)As one of the above workers commentégou carit
even name it or acknowledge [it]@tlike ités a bit shameful (W4@emale 12 years CSS)

The CSS is not the only place where psychological illness is stigmdtisedidely
acknowledged that in society in general there is a stigma attached to having any mental health
problem. Stigma is difficult and much more covert and insidious burden to en@aeeral
workers spoke about mental health issues in general within the community as well as the
specific stigma associated with work stress in the @S®ne worker commentetithink there
is a general stigma in the community around mental health igsued stop (W15female,10
yearsCSS, 4yearsASU)

Two other workers in a focus group commeni&fdive had some people off on stress leave
in our office and ifs all under the carpet and rane knows (W3%nale 20yearsCSS)Ité a
secret it the problem with no nanfeé/37, female 25 yearsCSS).

There are the added inherent challenges of discussing a @oskerss once it has led to the
end point ofa worker taking sick leave amulodging a workeis compensation clainthis
then becomes a privacy and confidentiality issue that is expected to be shared only between
management and the respective worker.

The stigma is revealed in the way that workers felt unable to openly acknowhettgedrk
stress. Some workers expressed a concern about showing any experience of individual stress in

the workplaceThere was anxiety aboiitaffecting their job security:

We are so okay with it with our clieptwhen it comes to the staf ités almost like
you doiit want to be seen to be not coping and hence incompétirike ités a big
question mark over your work abilities. (W8male 9 yearsCSS)

In the mix of the rhetoric about the sector is the perception that the nature of thie work
stressful but one just has to deal with it. It is seen as an inherent weakness in the individual
worker if they speak about being stresSdtkre is a persona of toughness about workers in this
sector and hence this is seen as the nohis. allows ageties and their management an excuse

to ignore work stressors. As a worker stated:

| think there is a really big perception that stress is just part of thegjath | just do&

believe thatand | dori think it has to be that wag When you talk to peoplin the

sector | think it is often an excuse or a justification that employers will use or see it as
part of the job and it is also something | think is a percepsometimesoutside of

the sector as wellé | just dor@t think it has to be that wayou can have good
systems, and you can have workers who feel like they can speak up and talk about
things.You can have workloads that are sustainable. (Vidbale, 10 yearsCSSand

4 yearsASU)

A worker commented on his perception of the maragguproacho workers who suffered

stress:
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I have seen people separated [and] isolated until they eventually ré8igcwhy do

you think those things happen to thénthe isolationp Well, because if there is
somebody complaining and you want a team to functientgoto get rid of that
person (And that has been your experience of your team leader doing that type of
thing?) € Absolutely ités happening right now [in my workplace]. (Wihale, 15
yearsCSS)

Two issues are raised heFerstly, there is the contraztion of workers in dealing with
clients who have mental health issues in a professional, respectful and supportive manner, yet
often not experiencing a similar response when they themselves develop a psychological injury.
Secondly, there is a connectiogtiveen the growing insecure employment realities such as
casualisation anshorttermcontracts and not feeling able to speak up about work slréss.
understandable that these employment insecurities may interfere with workers seeking
assistance witimental health issues, including work stress if they believe it may jeopardise the
security of their job.

The very nature of stigma attached to a mental health issue and specifically work stress
makes it difficult to deal with at an OH&S levéls manyworkers have commented, they have
suffered from various mental health problems and as documented there are high claims for
psychological injuries in this sector despite stigma and the subsequent saifitained
strategies workers uileto survive andtay employed. In interviewing the workers within the
research processes well asrom my extensive background working in the sector, there is
evidence ofthis display of a toughness of charackar example, one worker commented on
her fear of takingtress leave?eople not wanting to take stress leave because it means they
donot cope, that theydédre weak (W14, f emal e,

One can infer that thidoughness of characteften expressed by participants does not fit
well with being abldo discuss feeling stressed and needing help and supp®romehow
linked to the narrative expressed by workers, management and also by the community in general
about work stress being seen as part of the CSS tdir@irsense one has to put uphwitt or as
is commonly expressed by many within and outside the sefftés too hot in the kitchen
then you need to get duMeyerson (2000, cited by Martin, Schrock, Leaf & Von Rohr 2008
Chapterd) sees healthy organisations as those that allow workers to regroup after experiencing
burnout or other problematic feelings.other words progressive organisations allow workers
to affirm the emotional work that they do, share about it and support geehiacluding
acknowledging the stress and feelings of burnouhe workerénarratives there was only one
organisation that appeared to provide this type of proactive response to the difficult and
emotional work their workers engage in on a dailyidas

In a general sense there is much about the CSS that is a contradiction and subsequently

induces psychological strain for the workdysderneath the prevailing rhetoric of altruism and
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expectation of workers beirfgll giving and caringtowards theiclients and their agencies
there is the almost opposite treatment of steffjlectful and uncarind-his is experienced by
the workers as unfairness and inequality, particularly with the subsequent lack of reciprocal
loyalty to workers from managementdaagenciesArthur (2004)discusses work relationships
and adpsychological contradthat has important reciprocal psychological promises and
obligations between workers and managernt@etbreaking of this informal contract can have
emotional responsesich ashetrayal, hurt and stress.
Some workers shared the view that there was limitgith onany casesio proeactive
dialogue at their agency level about dealing with work stress and it was in the main dealt with
only at the tertiary (reactive) level attion.Agencies will refer workers to counselling
programs such aamployee assistangeogrammes (EAP), but generally only deal with work
stress when it comes to compensation claims and the subsequent return to work processes.
Stigma is an addedbeitsilent, serious impediment attached to work stress and it adds to
the difficulties in addressing this serious issue.

6. Diversity and Inequality in Sub-sectors

The CSS is made up of a diverse rangsulifsectos, each with its respective representative
peak bodyFor examplethere are peak agencies that represent the drug and alcohol sector, the
housing and homeless sector, the sexual assault and family violence sectors, the family and
children services, the mental health sectior¥ictoria the overdlpeak organisation that
represents the CSS as a whole isletorian Council of Social Servic@/COSS) and
nationally it is theAustralian Council of Social ServigdCOSS).

There are many issues that affect the sector as a iulding challengesor example, are
a sectoiwide issueThere arehowever variations in the levels of funding received by agencies
within the separatsubsectorsAs noted by th&€ommunity Services and Health Industry Skills
Council (2008ap 17), there are major difficulties f@ubsectoral agencies in documenting their
underfunding in a systematic way, let alone having the funds to adequately research work stress.
Furthermore, governments do not disperse funds in an equal measure acrossfadre¢ne
subsectorsThe dispersion of funds is aligned to an extent with the policy priorities of the
government of the day both state and federally.

The participants in this research came from the many and varied agencies within the diverse
subsectorghat make up the CS®/ork stress was an issue across allsettors and
classifications of workers, although it is not an even picture across the sectors, and subsequently
some suksectors have greater issues that increase work stress outcomes foortkesis.

One worker made the point that to some extent all agencies work in silos and have different

working models (W10female,15yearsCSS); each organisation operates in its own way and
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these somewhat unaccountable and loose structures mean weskvaties substantially across
agencies andubsectors.
There are differences in pay and terms and conditions in the differleséctorsAs one

worker stated:

I think if we look at the funding modeénd it is predominately in homelessness and
drug and alcoholsubsectors, the funding models are ridiculously prescriptive and
they doid actually enable organisatior& to take up all of their responsibilitieslow

| know the government line on thathe state bureaucracy line on that d&yeare a
contributing funder and you need to find the rest of the money to run your
organisation in an appropriate and healthy waskhich is a lovely way of absolving
themselves of any responsibilityhich is of carse why we have the ngovernment
sector.é Drug and alcohol is very thinly funded as well, really close to the bone, just
enough to do the task, let alone the support structures that need to be behind [it] to
ensure the task is done to the highest saathdbut that is also why we are cheaper
than mainstream. (W3%male 20 years CSS)

She went on to say that the high exiting of workers from the housing and homelessness sub
sector was due in part to the federal governfsgtiie formePrime Minister Kein Rudd)
pledge and subsequent goal to halve overall homelessness b{p2p2dtment of Families
2008 executive summaryl). This has had a significant effect upon the workers, including
increasedvorkloads which have led to increased worker stres®zitidg of staff.She

commented:

Everywhere they piloted it turned over the staff within a y&ar.we are doing it
everywhere; all this rolling out and halving homelessn&gs. have got across the
state a30percentturnover rate in homelessness. (Staff? What, in a year?) Yes
(W39 female 20 yearsCSS)

This highly experienced work@&r observations highlight an important connection to what
has been extensively shared about this settterenormous and unsustainable expectations of
theworkforcein the CSS.Here we have a major policy direction of halving homelessness
within a challenging time framend the predictable outcome is that a large number ofestaff
exiting the homelessness sector as the policy is being implemented across the counity witho
adequate resources. The consequence of the inadequate funding falls mainly onto the shoulders
of the workers. Workers are indeed the collateral danaagkthe current game is to keep
bringing up fresh troops into tlseibsectors to staff the front linklany of these fresh troops
however havefewerqualifications and more precarious employment contracts.

A worker spoke about her views on the lack of government accountability to the agencies:

That it is not happening because the mechanism has noirb#en department to do
it, so they dodé have the tools builin a senseé All they have is this really cragp
reporting document that gets done twice a y&drey dod have a chedist of how
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this [staff] person is travellingThey dod@ have the knoledge of what governance
should look like in some caseShere is a gap in their understanding in the
department of what a neighbourhood house is and does. féiale,6 yearsone
agency)

Through the compulsory competitive tendering processes, governanerabsolving
themselves of responsibility beyond monitoring the outputs of provision of services cohtracts.
many ways it is a type of subcontracting in which almost all the responsibilities, risks and
pressures remain with the subcontractor. Inlneeral terms it is about steering and not rowing.
Furthermore, many agencies in the C&&r years of compulsory competitive tendeyizg
more isolated as the very nature of tendering and competition for work kills off cooperation and
honest communicain between agencies, and hence their ability to share best practice.

One worker noted the stress of precarious employment in disability support services by

saying

| have been through the last six yearsl@f-pay, deadend jobs.You know job
insecurity, sort of precarious, what | would call precarious employment in a sense.
You doi@t know exactly what your hours of work each fortnight is going tbdmause

if a client goes on holiday or they dbnvant to work with youor whatever reasn,

they can just drop you, and so you @&aactually have a fixed income as such. (W12
female, 19yearsCSS)

She went on to sap a focus group thahisis a handto-mouth existence in disability
support.Another worker in disability shared an expederhat was of concern on an OH&S
level by sayingl had to insist on signing an employment contract before | would agree to meet
a client in their own home (W28male 12 yearsCSS)Without a signed contract this worker
would have been vulnerable to not having her rights as a worker met had she needed to call on
them.

As has been documented in the literature review, the pay, terms and conditions for,workers
especially in the lowerlassifications (e.g. personal care workgispextremely poorThis
results in unsustainable incomes for many workResher than the work itself, although
difficult and challenging, the structures and systems created much of the stress incurred by
workers and this is especially evident in some-sabtors.

In a general sese many longerving CSS workers have substantial knowledge, views and
experiences about healthy and unhealthysadtors in which to seek works one worker who

also does private pttice supervision noted:

| also do a lot of supervision of community workers in évfsub-sector] fields and
[one of them] is the most terrible sector in terms of being disrespectful to its workers
Oh, they expect them to have these massive case lbagspiit immense pressure on
them. They [are] constantly forcing them into positions where they are having to
choose between their professional code of sthiod the demands of management.
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Andyou know, they put managers in who have accounting backgredmgist want
to balance dollars, but they dérhave an understanding of issues like continuity of
care. (W1Qfemalel5 years CSS)

She went on to say:

| think in the community sectdn terms of caring for workers and its pressure around
budgetsé it seems what that means is that eventually management, they will, they do
depersonalise their workers, they just see them as expendable resdurags. had
workers say to méNell, they have said to us if you dbtiike it, get outé Wewill
replace youd Which is just really sadbecause that is not going to retain good
workers in the community sect@nd the most needy are not going to get a good
serviceé (W1Q female 15 years CSS)

Within the confines of the current restrictive funding modetse®the subsequent
constraint in providing the necessary resourcing for the workers to do theirgtdb$he
challenges of the timeonsuming tendering processes and following the subsequent guidelines
raises questions about how much energy is leftridetstandingj let alone adequately
resourcing and supportifigthe workers. Currently the emphasisn getting workers to be
proactive about their own health, including reducing work stress levels themselves, with
individual selfcare behaviours. As argd, howevelit is the systems and structures that have
the greatest impact on work stress outcqrard whatever the worker attempts to do for

her/himself will not address structural issugsveral workers commented:

| mean itGs hard enough to actually deliver on the tender let alone meet all these other
requirements as an employdiou mean in terms of OH&S for their staffYes |

mean what they expect of a small agency compareddy a government department.

You have got whole structure of support, admin suppatructure and technical
support, building support, all those many jobs that agencies have to do, plus deliver a
service.You knowthey are getting it on the cheap@stabout time they actually put
money in ad funded these agencies properly. (\f¢tmale 10 years same agency)

In my previous job, | worked in housing information and refereadd the staff
turnover was just massive. Our case load was haige it was just that stress around
housing which is whiythink a lot of people burnt out. (W32malel yearCSS)

It is my belief after around ten years workipgncipally in the drug rehab and
psychiatric disability recreations servic@DRS) suksector that there are significant
stress issues amongst Wwers and management adversely affecting service delivery.
Factors contributing to stress include the low pay and status attached to community
work, the increasing demand for serviamupled with chronic undemding and
understaffing, and limited educati of management and staff for dealing with stress
issues. This leads to bullying in the workplace as management fail toacdisgjrited
workforce who then strugglés deliver the quality of service they would |iked the
pigeorzholing and blaming o$ervice clients. (W18nale,10yearsCSS)
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This situation in part is politically driven as the sector relies heavily on the government of
the day for its survival, via the funds to provide the servidesce the policy directions of both
the state and feral governments of the day play a part in the buoyancy and maintenance of the
varioussubsectorsFor examplethere has been much public driven discourse about the poor
resources for people with mental health issues and their farmitiesshas led tgovernment
policy outcomes in which there has been an additional injection of funds into the mental health
field, including the various CSS agencies that are part of this Tield.ultimately has a bearing
on the employment conditions of the specsiibysector.

The CSS can be seen as a complex msubfsectors that receive unequal portions of
extremely meagre nourishment that makes it difficult to bring about healthy changes, including

a reduction in work stress level for its divevsarkforce
7.Regional Issues

Several workers who were currently working in regional areas raised specific stress issues in
regards to aspects regional work and service®ne worker spoke about the stress that comes
with the additional servicebatregional agencies asxpected to providdn a neighbourhood
house in a regional area and a rural area are far worse [as] @leegxpected to provide much
more service than a similar centre in the middle of Melbo(wi female 6 yearsone
agency).

This was supported nother worker who commented:

Often workers are the only funded service in a large geographical (but lowly
populated) area and are required to bé&Jack of all tradedand this can significantly
affect stress. (Wl9emale8 yearsCSS)

In a regional focs group one worker noted thidng traveldistanceéare another stressful
issue faced by regional workers. As wik noted there is a lack of adequate referral options for
clients and that this is stressful for workers (Widtale,20 yearsCSS).

Thereare added issues for rural workers such as increased visibility and subsequent

increased safety issu€dne worker wrote:

In my experience there are particular issues for worlgrectising in smaller rural
communities. | have, and | know of other workedso have from time to time
received threats. The difficulty in smaller communities is that a client will have little
difficulty in finding out where a worker lives or simply bumping into them at the local
community, the local shopping centetc. As an xample, | was told by a client
having significant mental health difficulties and with a serious conviction for viglence
that he knew where my [home] was and he would let my [pets] out, (WAlS,10
yearsCSS)
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This worker also wrote about the stressimited jobs and the effects of gossip in rural

areas:

Moreover there are limited job opportunities in rural areas. If a worker has a problem
in a workplace, or has been bulligidr example, the community seems to be able to
find out these things, or whand known sometimes gets made up. An aggressive
manager canwith a few words behind the scenemke it very difficult for a worker

to obtain alternative employment in that community. (Wi&le,10yearsCSS)

Regional workers have additional work stréssues that are specifically about regional and
rural work situationsMorris (2011)mentions regional services have even greater resource

strapped situations and that CSS agencies can be the biggest employer in town.

8. Chapter Summary

Many of theparticipants in this research have had long careers in the CSS despite the significant
work stressors and subsequent psychological injuvlagy workers spoke of having had some
sort of breakdowns, depression, and a variety of other stteded healtlissuesand they
clearly saw it emanating from the work environment.

It is clear from the workeéslata that they do experience a significant amount of work stress
and have a well honed insight into the causes of work stress in the CSS. As one worker stated in

a written response

Factors contributing to stress include the low pay and status attachedrtonunity
work, the increasing demand for s&e coupled with chronic undeinding and
understaffing, and limited education of management and staff for dealing with stress
issues (W18male,10yearsCSS).

As noted by the South Australian Council of S0v&8ervicg(2010p 23), there ista deep
seated undervaluing of mucbmmunity servicevork which is evident in the low pay rates
across the sector

This sector has entrenched contextual overlays. Firstly, the charity and volunteer model with
its expectdons of altruism and loyalty is at the heart of the CSS. On top of this are notions of
gender; that this i@vomerés workband not of equal value timerts worlkd Cortis and Eastman
(2012p 13) note Recognition of undervaluation based on gender isistoric development
for Australiagis SACS [social and community services] industry, and for other female dominated
fields of world The CSS, historically and currently, has been strongly shaped by vi®men
participation, both paid and unpald.regards tavork stress there are many aspects to it being
seen and commonly accepted as a wa@méeld of employment that has a strong connection to
high work stress and subsequent work cover claBesder issues such as the undervaluing of

womerts work are very meh apparent in the CS$his is not to deny that workers draw a
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sense of worth and pleasure from doing this work and seeing that their labour enhancés clients
lives. However, as documentgitidoes come at a significant cost in terms of psychological
injuries to many workers in this sect@ender has historical influences on the nature of CSS;
however the systemic and structural issues compounded bjiberalism have hugely

exacerbated the current issues and problems of work stress.

This sector has agxploitative side, and it is acknowledged tlafpart, this stems from the
limited resources made available to run services. It is questionable if CSS should adhere to
many aspects of a free market competitive model and its specific emphasis on business
management systems in which numbers of clients, numbers of seavidesimbers of hours
spent are the focult.is a question of how much importance is placed on these accountability
measures when you are dealing with human beings, their needs, thiémentbe social and
family structure breakdown#s Allebone state@011p 5):

One consequence of particular relevance here has been the gradual downward pressure
on the wages and conditions of employees in the welfare sector in order to meet the
costreduction imperatives that flow from a competitive market model.

The pressure of low funding atioe competitive market model of the major funders, the
government, flows down to agencies and managerbhentlevel resourcing can lead to
management puttg in place paucity management procesasssuggestegaucity
management strategies include at best ignoringpaintirectly adding to already unsustainable
workloads.A concern here is whether management does not concern itself with workers not
undestanding OH&S, including work stress if it means issues such as workloads can remain
unaddressed.he question ishow do you do this within a low resource base, in which paucity
management strategies are utilidéd previously noted by one workavorkers at some level
can be seen by managemenéagpendablé

The current view held by some researchers and managers which maintains that all employers
need to do in order to have a healthy workplace is encourage workers to maintain individual
healthy behaviors such as fitness and relaxatisnsimplistic and reductivén such accounts
very limited attention is paid to addressing structural issues that are causing work stress in the
first place. This is a concern as structural issues are part of the primikrgtress interventions
and as outlined in the literature reviemrimary preventions are the most important action items
to reduce work stress outcon{eaMontagne et al. 2007; LaMontagne, Keegel & Valance
2001; LaMontagne et al. 2006jurther struatral and systemic issues were those most often
raised by workers when discussing their own workplace stress and its causes.

The reshaping of the CSS within the free market mahetop of an already poorly funded
sector and subsequently stressedkforce has brought about a tipping poiffitis is exposed

in the high turnover ratealongwith the subsequent recruitment difficulties the sector as a
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whole is experiencingds stated in the Community Services and Health Industries Skills
Council (CSHISC)Y2008bp 2) report

Strong cost control strategies by both state and federal governments for example when
considered in the context of the historical devaluation of care work, can jointly
contribute to a situation in which levering wage improvementsamtain labour in

flow is particularly challenging

There has been research on retention and recruitment for this sector, htlvezeds less
focus on work stress and the psychological injuries sustained by the present wAsrkers.
worker commented think the sector is in real trouble at the moment (Whéle,13 years
CSS)Sennet(2006 w 96i 7) mentions Albert Hirschmaris terms@exitbanddévoiced éYoung
workers, more pliant, favour exit when discontented; older workers, more judgergasmtal
voice to their disconte@tThe ages of the workers in this data resonate with Hirschimann
hypothesis as there are only a few workers in 2@sand30s and the majority were in their
40sand50s

The following chapter deepens the analysis ofkeexperiences by focussing on other
systems and structures that impact on their working l&ttention is directed towards the state
and federal governme®®H&S structural overlay, current OH&S legislation and the role of
theWorkSafeauthority, ircluding in particular the vexedvork coverarea.

The role of unions within the CSS is examined; including their capacity to play supportive
and protective roleg his chapter also presents worl@gperience of their respective unions in
terms of uniorresponse to the problem of work strdssstly, workerideas and suggestions
with respect to reducing work stress in the CSS are briefly outlined.
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Chapter Five: WorkersoVoices and Analysig Part Two

1. Introduction i WorkerséVoices

Chapterive dealswith four areasfirstly, how do theoccupational health and saféYyH&S)
structures in general affect workers within agencies in the G8&dly, what are the
worker®experiences of thetate governmeé statutory authorityWorkSafeVictoria and its
investigative and protective roles, including the worerperiences of putting in worlasr
compensation claimsrhirdly, how have union structures and systems mediated work
experiences3pecifically, how effective have they been in protecting and stipgpavorkers
experiencing work stres&durthly, what ideas have workers themselves advanced in relation to
reducing work stress in the CSS?

1.1. Occupational Health and Safety Structure$ Workers&Experiences on the Ground

OH&S systems and structures ykn important role in protecting and supporting workers from
injuries, including psychological injuries (work stred&jork coverVictoria is the statutory
authority dealing with claims for workplace injury in Victorighe Australian Council of Trade
Unions(Australian Council of Trade Unions, Safé/ork, 2012p 1) working definition of
occupational health and safety states:

(1) Every worker has the right to a safe workplat#hen they go to work each day,
they should fully expect to return homeinjured and in the same state of health as
they left. (2) Occupational health and safety is the issue of complete physical, mental
and social welbeing within a workplace. (3) The enjoyment of these standards at the
highest levels is a basic human righat should be accessible by each and every
individual and (4) What this means for workers is that regardless of the nature of their
work they should be able to carry out their responsibilities in a safe and secure
environment free from danger, stress aatlying.

Each state and territory has its own specific Act; howekierCommonwealth Government
is currently leading a process to implement nationally harmonised occupational health and
safety laws. In Victoria the current Victorian Coalition Governniexst called on the

Commonwealth to defer for twelve months the implementation of national occupational health
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and safety (OHS) harmonisation legislation (Media release 28/9/20#&nce in Victoria the
Occupational Health and Safety Act 2004 is still entf2005b p2y*
A brief description of psychological injuries is given by The Australian Safety and

Compensation Coundi2006ap 5):

The term psychological injury describes a range of conditions relating to the
functioning of peoplé minds.While often prompted by workplace stressors, these
conditions can be caused by physical injuries, diseases, exposure to toxins or
underlying psychiatric issues.

With the above context in mind, this chapter explores the warkrperiences of how their
respective CS8rganisations respond to OH&S, including their protective obligations within
the relevant OH&S legislation.

One worker explainethat she had come to the focus group as the residtiopeople
whaodve gone off on stress leave arfd for themwho cart even get out of bed at the moment
€ ités like a war and thd&ye the forgotten fallen (W3female 20 yearsCSS).

Another worker commented:

s

€ Systemic changeé are neededlt is especially in the area of implementing
legislation, e.g. in OH&S, that thereeeds to be an organisational shake It is high
time that a mirror is held up to agencies whitiecause they ddyood work$ are
allowed to get away with abusing their own workers. (\Weale 16 years CSS)

It appears that within this system thesa lack of commitment by many agencies in the CSS

to seriously address work stress causssone worker in a focus group commented:

Stress is often overlooked or hdradled. 8Oh, the woman has got personal probleins;
you hear that a lot when the issulestress comes uft.is not given recognition as an
OH&S issue as it truly should be. (WI8male25yearsCSS)

Several workers spoke of being assigned clients who had known histories of violent
behaviour towards family, friends and workeasd that tey were not informed of this situation
prior to working with these client©ne worker who had been assaulted by a client was assured
by her manager that she would never again be asked to work alone with a known violent client
without her having a choicea this matterHowever, to her dismaghe was indeed again placed

with a client with a known history of violent behaviour of which she was not inforiesl.

2 Confirmation that the current Victorian Liberal State Government will not be picking up the model Work
Health and Safetyléegs | at i on &édhar moni sed | egi sl @ictoreamTraflesHalloccupati o
Commission 2012)

24 The Act is designed to provide a broad framework for improving standards of workplace health and safety to
reduce workrelated injury and ilines It allows dutyholders to determine their approach to achieving
compliance with the Act. The Act aims to: Secure the health, safety and welfare of employees and other people
at work; Protect the public from the health and safety risks of businessiestigliminate workplace risks at
the source; and involve employers, employees and the organisations that represent them in the formulation and
implementation of health, safety, and welfare standards. Throughout the Act, the meaning of health includes
psychological health as well as physical health (p2)
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worker subsequently became quite stressed trying to carry out her normal duties and eventually
stbmitted a workels compensation claim (W1gmale,19 yearsCSS).

The experience of some workers illustrates a flagrant disregard by employers of their
obligations for the health, safety and welfare of workers under OH&S @rganisations have
shown aack of willingness to address the issue of work stress and put in place strategies to
protect workersThe approach taken in the instance noted above was to ignore the situation
which resulted in a worker incurring a secondary psychological injury.

1.2 Whaos Happening Inside Healthand Safety Committees (HSCs)

According toWork Safe Australig2012cp 2),

A Health and Safety Committee (HSC) brings together workers and management to
assist in the development and review of health and safety policigg@sidms for the
workplace.A HSC must be established when a Health and Safety Representative
(HSR) or five or more workers make a request todieeson conducting a business or
undertaking(PCBU)*

In theory, such structures as HS@#h their electedvorkerrepresentatives and
managementiesignated representatiyase a valuable assétowever, according to workers
these voluntary HSC worker representatives have difficulty in supporting workesds in
terms of addressing OH&S issues, especiallykvatress.

There are inherent challenges and difficulties concerning HSCs wakplace As the
workerddata showed in the previous chapter, management in many cases utilises power in
ways that have negative consequences for workeran elected OH&$epresentative
commentedthere is a level of bullying thé&t going on that anybody that tries to do anything
[about] in the sector is squashed. (W3dmale 19years CSS).

As previously documentethere are significant structuralasons for thisincluding
underfundhg, thataffect how CSS agencies deal with OH&S problethappears that OH&S
especially work stress preventjas not often at the forefront of manag@minds. Subsequently
preventative strategies are sparse in reality. Healtlsaiedy representatives (HSRs) do not
have the same access or power as management and they subsequently face difficult struggles to

get acknowledgement, let alone actitmreduce OH&S issues such as work stress.

| was an OH&S rep [and] that whole issuetwiOH&S in the community sector is
something | feel very strongly aboét.A lot of managemer# feel threatened by the
role of the OH&S representativé. They [management] dé@nunderstand it, | do@

think, and even if they did understand it, | thinkytlséll feel that they are somehow

% Noted in thg2012¢)This guide is part of the new Commonwealth Work Health and Safety Act 2011 (passed
24 November, 2011). The State Government of Victoria has delayed introducing the model woraritkalth
safety lawd media release 28 September 2011.
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losing control within the workplace, anél it disturbs their understanding of the
hierarchy. (W12female 19 yearsCSS)

Several workers made comments that work stress as an OH&S issue was not on ttie radar.
is mucheasierit seems, to develop workplace guidelines and policies around physical hazards
as opposed to psychological injuri@svo workers commented:

OH&S committee® they are supposed to have a risk management procedure that
covers financial rislé the resurce risk [etc]é They have a risk management policy
[and] t h e yndimed to concentrate on physical risk to therkplace (W14 female,

22 yearsone agency)

There is an occupational healdnd safety committee and the idea is that issues are

brought b the reps and they come up with solutions [about] the things that cause
stress[They] é tend to deal more with the physical hazards inwhekplace | am

not sure that they have actually tackled anything except a critical incident. (W1
female,1l0yearscurrent job)

Another worker commented that the policies in her agency were updated and an OH&S
person was employed after the workers calléd/orkSafeVictoria. Howeverthe work stress

issue was not addressed and the focus has been on the physigalskjur

The emails gone out that this person is now our OH&S peréoand wéve been
made more aware of OH&S things like wet floors or whateveeverybodgs very
aware which is probably a good thingf our own OH&S responsibilitiesand if we
see something th@t not quite right, like the electric jég plugged in and it shouldn
be, or there is a ladder there and it shoufilbe, thafs been a good thingo make us
all aware of our safetygf our physical safety{W4, female 6 years current job)

The agenda items in these HealtidSafety Committees often focus on the more overt and
tangible physical issues, rather than matters that are causing stress for the workers such as
untenable workload®ollard (2006)discusses a risk magement approach in which the
process is to identify, assess and control the OH&S i§&uen the evidence presented
throughout this thesis, this preventative approach to work stress reduction does not appear to be
happening on many fronts.

Some workersncluding elected HSRs, mentioned the difficulties of attending OH&S
training. This situation hampers workers doing their elected OH&S roles to the best of their
ability as a lack of appropriate training limits understanding of OH&S (legislation, regudatio
and codes of practicdjurthermore, as noted in the Safe Work Australia g(#8&2c) only
representativeeho have undergone the fiday official OH&S training course can put a

Provisional Improvement Noticgin their workplace.

% Occupational Health and Safety committees are now called Health and Safety Committees

A PI'N is a Provisional Il mprovement Notice as per Victori
formal notice from a Health and Safety Representative to his employer or employer representative advising
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One worker who sits on the relevant OH&S reference groups in her paid work with the
Australian Services Union spoke about HSCwamkplaces from her experiences listening to

managers in various settings:

There has either not been a proper election or ped@ave been discouraged from
being involved in itOne of the standard kind of responses that | have often heard is,
@h, nobody wants to do it anyw@Rather than sayingl.ook we will give people

the time, we will reallocate some of [the work]. Wd wibke it possible for you to do

it and do it meaningfully lButw e @¢ givenevery reason not to do it. (Wlfemale,
10yearsCSS, 4yearsunion)

Managers have the advantage of placing themsel@gste keepingroles in terms of
access by workers to the agenétesards and or committees of managemastwell,
management has the power and influence when setting up the structures foahttaifety
Committees, including greater control over agenda itemggh&mns and outcomedne
worker statedthere is really an imbalan¢because @ always chaired by executive
management; the [HSC] meetings (Wirale,13yearsCSS).

As stated by Safe Work Australj2a012c) there is no obligation for an agency to have
HealthandSafety Committee or kealth and safety representatiFerthermore, a worker has to
ask for ahealth and safety representativebe elected arar five or more workers have to
make a request to set up a Heailtld Safety Committedt is upto a worker or workers to ask
their management to develop these structures. Having five or more staff committed to OH&S,
specifically its importance in assisting a safe and healthy workplace can be a greater problem in
small agencies with fewer staff. Ageviously documentedvorkloads are a significant issue in
this sector and hence the issue of a worker taking on board the extra voluntary dutiealif a
and safety representativeay be prohibitive.

There argtherefore, inherent obstacles within tB8S that impede the guth and
development of more paative OH&Sworkplacecultures and environments, including an
increase in a commitment to setting up HeatlldSafety Committees and encouragivealth
and safety representats/&@ step forwardrlhe historical links with the charity and voluntary
models, the greater gendered expectations of altruism and loyalty and the expectations of
vocational thinking hamper efforts to improve OH&S outcomes for workéres pervasivé
almost religioug zeal oféhe clients come firédoes muddy the water for workers to clearly

see that their OH&S needs are of equal importance and are indeed a legislated right.

them that there is a health or sgfptoblem at work. It is use where consultation between the Health and
Safety Rep and the employer/employer rep does not resolve the problem. OHS
Reps@Work:http:://www.ohsrep.org.au/laight/law/theohsact/apin-how-to-useit/index.cfm22/08/2012
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1.3 Experiences of Victimisatiorof Health and Safety Representatives (HSRs

Of the41 participants thar were only two known official OH&S representatives. The male
worker shared the view that he saw the connection to his experience of stress from bullying as
being connected to his union delegate and OH&S representative rolesnfald 25 years

CSS). Theother worker had also been an OH&S representative as well as a union
representativeShe outlined that these voluntary positions had come at a person&hmost.

stated:

IGm an active occupational health and safety rEm punished, my hours are cut
[and], I&m back to eight hours a fortnightm supposed to pay my rent on eight hours
€ When | was active as a health and safety representative there, as well as elsewhere,
suddenly my workload doubled, because | became active on occupational health and
safetyissues in that workplacé So, as far as the management was concerhed
didnd know my place and that was purely, and very clednkir attitude all the way
through.(W34 female 19yearsCSS)
This raises an important point about the inherent riskeiofg a worker representativeis
the healtrandsafety representati@role to bring up worke®@®©H&S issues and if necessary
argue and hence challenge current management pradttticeis.hamper career advancement,
especially in the current climatd greater employer poweshere both tenure and hours of
work are often insecure as noted abd®&mentioned by the ASU workdhe coverage of
OH&S reps in the sector is really poor (WImale10yearsCSSand4 yearsASU).
WorkSafe investigators can investigate possible discrimination, or threats of discrimination,
against an employee on the basis of their OHS actiRig35a) However discrimination can
be subtle and extremely difficult to prov@ne worker discussed higwolvement with
WorkSafeVictoria, from her role as a healimdsafety representative and she found this to be

an unsatisfactory experienc&he commented:

(So you were talking to th&\JorkSafg inspector) The inspector said he had to pass it
up to hismanager aWorkSafe(Why?) He [the inspector] contacted the CEO of the
organisation and the CEOQ [then] contactéébrkSafeand said that he wagnsatisfied
with this inspector and his attitugdand that is all | know about that side of(¥Vhy it
happenede [the inspector]saidthat he wasé able to [help], it had been taken out
of his hands(W12 female 19yearsCSS)

She went on to say:

I found out surreptitiously that there was a meeting being held by the OH&S
committee so | was right frothe start never put on the mailing lisivas never given

the minutesl was never given the agenda, and then coupledévifhot being given

the training, formal trainingé made me feel we@ a bullying tactic [enacted] by
managemen{W12 female 19 yearsCSS)

Continuing she said:
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It wasrd the work itself that was driving me bonkeiis was the attitude of
management and with me trying to just carry out a role that | had been designated to
do, and them fighting me on every level and trying to punish me for doing thabole.
anyway, | ended up on stress leave as a result of them just piling on more work and
having unrealistic deadlines and unrealistic expectations and things like(Wag,
female, 19yearsCSS)

A number of workers spoke about the inappropriateness of staff in management positions
nominating themselves as the staff healtsafety representativ&his is clearly not in the
spirit of the legislation and regulatigrand raises serioussuesof conflict of interestHealth
andSafety Committees are meant to have equal numbers of worker representatives and
management representatives.

Uneven representation, apart from giving the ultimate power position to managemnthet, f
leaves workers vulnerable and exposed when raising issues that they perceive management may
be resistant to discus®ne worker spoke about his immediate manager (team leader) who is
also the appointed OH&S re) cand go to [hinj; | cand raisethis as an OH&S issue because
the two people are one and the same,(iVale,15yearsCSS).

One of the above workers drew the connection to her work colleagues not supporting her in
the OH&S role because of their fears that publicly showing support toWwarasay negatively

impact on their employment situation:

Well, because of the nervousness, because of the precarious nature of the job and the
favouritism and all this sort of stuff about work allocati&na lot of people do not

want to be see@ siding wth me.é Even though it is in their best interest and all

that sort of stuffé There is this other layer that comés Ités enmeshed with their
financial and economic security and so of course | totally understanéan [with]
hindsight,| was not taling about anything reall¥ radical or anything like thatl

mean asking for information, attending the site inspection and things like that,
doing surveys of worker6 OH&S issuesé This is reallyé basic stuff (W12
female, 19yearsCSS)

As has beeshown insecureshorttermcontracts and casual work situations make it so
much more difficult to support, let alone stand up for, action on OH&S issues.
A prevailing lack of trust governs current workplace conditions and relafR@search

conducted bysunningham & Sinclai(2009p 9) explored notions of trust.hey note:

One aspect of culture that is often of great significance, particularly in areas of social
regulation such as environment or OHS, is trégtcording to the literature, for
example eféctive worker participation is crucial to improved OHS but such
participation is unlikely to be effective in the absence of constructive dialogue
between the two sides of industry.

Given the major struggles around poor funding, especially for managenweersee the

delivery of service agreements, and the obvious need to maximise labour outcomes, a lack of
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trust between the two parties may play a role in the disjointed OH&S picture emanating from
the CSSAs evidenced in the workdigoices there is corifit, disappointment and anger
towards their respective managers about many issues. Cunningham & Sa@fl@jnote
international research findings that workers are more likely to trust their employers if they
perceive they are being treated fairly anat timanagers are displaying procedural fairness in
their dealings with thenAs previously discussethe utilisation of paucity management
practices are rife in the C§®/agner & Spence 2003jor example, management practices of
adding more work to alregcdsubstantiallydoaded upworkers must encourage blindness to the
fairly obvious connection between unsustainable workloads and poor OH&S outcomes for
workers.

It is interesting to note that out 41 participants there were only two workers who spoke
about being healthndsafety representatives in their careers in the @SShown by the two
HSRs, these roles can be unpopular positions that can result in negative outcomes for these
volunteer staffepresentatives\s well, there are many obstacles about the CSS that do not
encourage or support workers becoming active on their health and safety needs, including
becoming HSRs in their workplaces: workload pressures, CSS models (ehdritiuntary

ard quasifree market), insecure employmewitinerability.
1.4 Gaps in Knowledge and Training about OH&S

Training for OH&S representatives extends over several days, hence given the low level of
funding models in the CSS this can make it difficult for agento adequately comply with

their OH&S obligations. Management subsequently has difficulties funding training and then
back filling positions so that the worker can be released to attend the t(@oimgnunity
Services and Health Industry Skills Cour08b) As the AJ union worker on a sectavide
OH&S reference group commented:

[I have been] getting out to go to those OH&S information sessionsl dhuhk
accessing the training sessionggimostly managemerités not the staff and that
really corcerns me and | have fed that back throdgthe reference groupgw15,
female 10years CSS, lears ASU union)

From these interviews it does appear that workers have limited knowledge and
understanding of OH&S in general, including government legislgtngelines and the role of
worker representatives and OH&S committ@dsere was no mention, except by the two HSRs,
about attending any OH&S training at all, let alone training on work stress prevention. As one
of the two HSR worker representative statgtke was denied OH&S training which should have
been provided in order for her to diligentlyrigaout her voluntary OH&S rol@N12, female,
19yearsCSS)
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Another worker commented:

occupational health and safety is a very low prigritye managers reafldord know
very much about occupational health and safety and theft bame much respect for
it; only in terms of their legal obligations. (W3#male 19 yearsCSS)

This is disappointing when there is clear evidence that work stress is an impadtant a
serious issue occurring in this sectés. stated by Safe Work Australia in 2008 (2011a)
mental stress in the CSS wasdigcentof claims, whereas the average in tealth and
Community Services (H&CShdustrywas 8percent Furthermorepsychological injury claims
usually are at the expensive end of costs for agencies, including subsequent rises in their work
cover insurance premiumg/orkers usually take longer to recover and return to work after
incurring a work stress injury. Seriousims are those that last five days or m@afe Work
Australia 2009, 2011aand work stress injuries generally fit in this category.

From the data it was apparent that many workers saw increased workloads as a cause of
stressbut did not see this as @H&S issue that could be discussed and dealt with in OH&S
forums or discussed in HSQdnmanageable workloads play a clear role in the causes of work
stress outcomes for workers and as research shows it is a serious issue in thisssstetied
abovework stress (psychological injury) is a valid OH&S matter.

WorkSafeVictoria also has an educative role to its brief; howgetis appears from the
workervoices to be missing in terms of work stress prevention educasamoted earlier by
a worker it is mainly management who are attending these OH&S forums, including those that
focus on the causes and prevention strategies in regards to workTdiezeshas recently been
somework stress training fundday Work Safe Victoria; howeveit has beenimited to a small
numbers oBubsectos. Such training was open to management and workers iri 2010
howeverissues such as back fill may have led to more of the attendees being from the ranks of
managemeniThe researcher attended one ssighsectortraining in June 2011 titleéBafer
Workers Better Cafmnd noted the majority of attendees were from management, including
team leader positiorf&

Several workers mentioned seeing OH&S posters and having brief discussions about
physical injuries in an B&S light. There was limited discussipnowever, about work stress as
an OH&S issuelndeed knowledge about OH&S in general appeared to be abBeste has
been some education about work stress that was initiatéébbySafeVictoria but it appears
thatit is not flowing down to the worker3here are several reasons for this including
managemed fear of a rise in OH&S demands as well as anxieties about opening up a

perceived work stress Pand@&hox.

2 The Victorian Council of Social Services (VCOSS) received Work Safe Victoria funding and the training were

advertised through VCOSS various platierin 20102011.
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From the analysis of the workétories and comants it is apparent that there is some
confusion and limited knowledge about OH&S systems and structures such as Health and
Safety Committees or that work stress does come under an OH&S fram&hisri itself is a
major concernThis lack of knowledgand understanding limits efforts to address OH&S
issues, including work stres&s a worker suggestedkey recommendation & that there be
increased education around stress issues in all community welfare/social work programs (W18
male,10yearsCSS).

Many of the participants have had long work histories in this sector, som2®@years; it
appears within these long histories, there has been little participation in health and safety work.
Workers themselves have, for whatever reasons, not beerm galgicipate in improving their
health and safety situatior@iven the documented long history of poor wages, terms and
conditions in this sectpthis should be surprisinginfortunately, this may link to the expected
behaviours of this predominatelynfiale workforce, and a genealogy based upon charity and
voluntary work.An ingrainedclients come firsimantra in some instances prevents workers
from taking action around what are clearly OH&S issues.

On a broader scal@vVagner& Spencg2003)found a lak of knowledge of OH&S
legislation and associated practicesbBypercentof managers in one study 8 managers in
human service organisationshiot-for-profit agencies. The current research suggests that this
figure may be even higher for workers in the CSS. A similar concern, stated by one worker, was
the fact that managers also appear to have limited knowledge and understanding of OH&S
legislation and guidaties (W34 female 19 yearsCSS).According to a report produced by
PricewaterhouseCoopers AustrdiicewaterhouseCoopers Australia 2@1L2)
commissioned by the Victorian Government on the impact of the proposed national Model
Work Health and Safety les in Victoria:

While the costs of adoption of the Model WHS laws are expected to be

disproportionally borne by small to medium enterprises (SMEs), this view needs to be

tempered somewhat by the reality thatpgdcentof Australian SMEs are eithénot

aware) Gsomewhat aware 6br dond knowdtheir existing OHS obligations.
Evidence of such a paucity of knowledge of OH&S laws and obligations is a serious ctincern.
is therefore not surprising that employee OH&S are seriously compromised in many
organistions.

One worker in a telephone interview said that work streeislephant in the roarhe

spoke about taking sick leave as her way of dealing with her experience of work stress and
mentioned that her manager supported this individual reaappmach (W1l4female,22 years
CSS).Workers using their sick leave to deal with work stress effectively cotieeatal levels
of stressOther workers also commented that they use sick leave to cope with the stress created

in their work environments.His raises an interesting question about whether workers chose to
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leave jobs as a way of controlling stress coming from their work environfkepteviously
noted retention is a major concern in this se¢®outh Australian Council of Social Service
2010).

2. Workers6Experiences of the Role of the Work Safe Authority

In Chapter Four the role of both state and federal governments in funding the CSS was
examinedState and federal governments also play a major role in OB&f8.Work Australia
is an Austaliangovernmenstatutory agency established in 2009, as the national policy khody.
does not have a work health and safety regulatory Atlistate and territory OH&S authorities
have connecting links with the Commonwealth Government statutory dut8afe Work
Australia.

Having completed an analysis of worgexperiences about OH&S systems and structures
working within the CSS, it is important to discuss and analyse wdrllieest experiences of
the legislated structure, that is, the statutotharity, namelyWorkSafeVictoria. WorkSafe
Victoria is the trading (branding) name of the Victoneork coverAuthority, a statutory
authority of thestate governmerdf Victoria. WorkSafeVictorials statutory obligations are
covered in severdcts of parliament, including: health, safety and welfare in the workplace
under theDccupational Health and Safety Act 20@brkers compensation and the
rehabilitation of injured workers under tAecident Compensation Act 1988orkSafeinjury
insurance preiams under théccident Compensatiow6rk covernsurance) Act 1993
explosives and other dangerous goods undddémgerous Goods Act 198bigh-risk
equipment used in nemork-relatedsituations under thEquipment (Public Safety) Act 1994
and mines ahquarries under thdines Act 1958WorkSafeVictoria 2011b) The majority of
CSS workers in Victoria are covered WorkSafeVictoria and a major role is to help avoid
workplace injures occurring. Workecempensatiommoverage across Australia curreriiys at
90 percentof theworkforce(Safe Work Australia 2011b)

WorkSafeVictoria is funded primarily by insurance premiums paid by Victorian employers
who are covered by th&orkSafelnjury Insurance Schemin 2010 11 this totalled $1.8
billion (WorkSafeVictoria 2011b) Furthermore, as stated by Elana Rykihairof theBoard
of WorkSafeVictoria, in the 201011 AnnualReport @¢hroughout Strategy 2012 we have
worked on the basics: reducing warated fatalities and injuries, improving our\sees, and
delivering a sustainable and affordaferkSafelnjury Insurance scherd¢2011a) Stebbins
(2003p 1) notes @ recent estimate puts the cost of worBemnpensation claims in Australia

for stressrelated conditions at more than $200 million every year
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2.1 WorkersdExperiences ofWorkSafe Victoria i Complaints and Investigation Division

Several participants talked about their disappointing experiefteesratiating contact with
WorkSafeVictoria in its role as the investigator in a work safety isstueir place of

employmentin one instance of a complaint about bullying by management, the outcome was to
provide training and updated policies arolmdlying situations rather than assistance in

addressing the actual bullying incidents themselves. The worker commented:

We had [the] work safe inspector[s} come é [to our workplacé; twenty
[somethinglmembersé current and former staffvent to seehose two people and
we conveyed our concernd. From the day of interviews the only thing that the
agencyhas done, or been made to d®develop a bullying policy or ardbullying
policy, and thats been plastered all over the lunch room and everytlsing we now
have a person employed by the agency who is the OH&S pEFb@person]é sees
that there is no bullying, discrimination, whatevér. The agency has been seen to
respond to our concerns that way because they habutoas to anything voluaty
coming from executive management or the agency to our contemsid say no.
They have dug their heels itheyde belligerent and the&ye very professional to you;
everythings done legallyprobably, but everything is unethical, immorafou could
throw words around all daye T h e ypfofessionglas we are to them, but behind
the doors s a different story(So theré nothing been discussed in terms of, this
person, in terms accupational health & safetin terms of occupational stres$®t

to my knowledgeno. é 1 think a lot of people are very wary of coming to their team
leader, supervisor or whatever manageayingé dém stressed out, strung out by all
this. Bthink we are a little too scaredbut we are wearing it ourselves and we a
dealing with it ourselvegW4, female 6 yearscurrent job)

Outcomes resulting from\WorkSafevisit in some cases are limited to directing that the
agencyput in place the correct papesrk. As a second worker commented on the same work

safe incidentibove:

WorkSafeVictoria] came in, when we went t¢/orkSafeand we organised that
around bullying and harassment | beliege Twenty seven peoptame and former
employees who went up to their office to make statepimritafter all that happened
they came in, they found that the organisation had breached its duty by not having
bullying and harassment policies in place and gave them two months to get it in place
and then leftand we have not heard from them ag&iv11, male,13yearsCSS)

As can beseen from these workémsarratives, those on the ground have had little
satisfaction even when they have calletMarkSafe There is a belief that the agencies do little
more, and are expected to do little mahan ensure their OH&S paperwork is upltde and

satisfactory.
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2.2 WorkersdExperiences of Putting in Workers Compensation Claims

Worker®descriptions of thevork coverjourney were not positiva.hey stated that the
processes were unclear and caused anger, pain and frusivitionworkers felt abused,
confused and demoralised after dealing withhk coverinsuranceagencies for a streselated
work injury. Kenny(1995, cited in Dollard, Winefield & Winefield 1999280) notedda
significant number of injured workers reporteglings of distress at the poor relationships they
had with many of the stakeholders in the rehabilitation process, but particularly with their
employed More recent research by Robevtates(2003p 898) found

€ impediments experienced in the returnwork processes created considerable
stress and conceré [This] included the erratic payment of economic benefits,
indifferent case managers, the management of the stigma associated with a registered
work coverclaim, a general lack of information, disresfful communications from
service providers, and a suspicious response to their injury by the employer, co
workers and some professional service providers

One worker in this research saliee work cover experience is one to increase your stness
decrease it (W&emale 30yearsCSS).

Other workers described the work cover journeghasrendous and appallifig

[The] work Cover systemits awful ités not a system that encourages pedpleen |

sit back and look at it and regardless of strizgsry, physical injury or whatever, it is
not a system that encourages you to get Well consistently have to prove that you
have been unwell, that you are unwelhd they threaten you with withdrawing
payments and all of that kind of styfv9, fenmale, 9 yearsCSS)

Agencies, insurance companies alfdrkSafein writing, tell you we deal with it, but

in reality they do notIn fact they put up all the barriers not to deal with it.
[Agencies] certainly [need to] recognise when it is happening andhugs in place

to deal with it, instead of opposing it and rejecting it and potentially destroying
people (W13 female 25 yearsCSS)

The impediments that workers have to overcome include how to survive day to day without

an income while they challengejected claims.

| was assaulted four times last year by a client in a community residential unit and
basically, for methe work coversystem is an enormous stress, of going through that
whole processMy claim was denied by my organisation and so | lealdattle and in

the end | didd get anywhereand so | had to use up my holiday pay and all
accumulated leave and all that sort of staffid so basically it left me destitute as a
result of thatSo | think therés issues within thevork coversystem #elf, and the way

that ités left to you to fight it out with [them], if there is a dispute, fight it out with the
managementand that they can force you to use your own accumulated benefits and
entittements and stuffw34 female 19yearsCSS)
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Several workers mentioned poor responses by their employer after they had instigated a
work coverclaim. For example, various agencies or their representatives attempted to place the
cause of the workés stress elsewheréwo main themes emergetthe stress issuagere not
work-related or the person was not suited to the work it6bH.first of thesgthat the stress
was not caused by the work situation but was rather something to do with theGpedspnal
life, or something about their interpersonal seHs often the first response of agency
representatives.

According to several workertheir respective agencies and insurance companies tried to
apportion blame to personal, namrk-relatedissues for the incurred stress and subsequent

claim. As one workecommented

We 6 moebeing nurtured and e not having the protective gear to go and do the
work we do, and then if we do suffer the consequenéesut fault [and] nobody
elses (W29 female 10 yearssame agency).

Another said:

This was a consultarthat they used, so one of the women who did that, did comment
[about] stress, you know, relaxation kind of stuff and things about looking at your
whole life and your circles of support and your areas in your life and have you got
something happening in yo spiritual life, your community life and in person [life].

All of that kind of stuff, looking at balances, and | kept trying to ség nibt about
work/life balance, that is all coo{WW9, female 9 yearsCSS)

She went on to say:

Something th@ commoré with any kind of stress issues, that | have heard of [at
work] or actually been part of, they did turn around and @oh, what is going on in
this persoiis life? L e tlodksat that é He said 6v¥ouhave got here a lot of issues
and youre going to neé some treatmentg®9, female4 yearsCSS)

Anotherworker stated:

The secalled independent psychiatrists who see you for thirty minutes aritlel@m
understand what an intervention order then write a report stating that | am too
emotionalé 1 just could not believe what | was hearirfgvV13 female 25 yearsCSS)

The second common response from agenessuggestions that the worker was not suited
to this type of work and should perhapsove o One worker clearly saw that her agency
tried toget rid of her, via trying to help her get another job when she was clearly very unwell.
She did not work again for approxirest five years due to this wotikduced stress injury and

the subsequent experiences with the relevant service provitherstatd:

| realised that they were trying to get me to look for jobs elsewhere, out of the
organisation through the returio-work personé Thereturn to work had nothing to
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do with actually getting you back to my job, it was all to do with helping you onid w
somewhere else; doing something e[¢¢9, female 9 yearsCSS)

She went on to say:

Basically, | remember being told that you, you let these people know that they need to
get back to work and the work is not going to chaged so they need to actuall

look at whether they are suited for it and the encouragement would be to encourage
them to move qrjust like myselfSo | know that was the positién So here | am
being advised that this is what | need to do to manage my h@&hfemale 9 years

CSS)

Anotherworker commented:

Strange thing[l] € ended upé onwork coverthen we hadé it was going to court
and all this sort of thingl just cracked it [in] the end and thoughtcand cope with
this any longer and it was going on and on argetting nowhereand so | left and
took another job(W23 female 15yearsCSS)

As stated by the then NSW CommissionerlfegalServices(Mark, 2001p 6):

It is also hard to imagine how the system will be fundamentally improved while the
insurance indusy can benefit from stringing settlements out or making unrealistically
low settlement offers in the hope that a cergaémcenage of those offers will be
accepted due to the stress and strain of proceeding down the adversaridhizath.
area of insurarepractice needs more direct regulation.

Several workers have highlighted the difficult and challenging work cover journey and it is
not unreasonable to conclude from this evidence that this is not an uncommon exp@rience.
worker said her experiencewbrk coverfor a work stress clairwasan appallingly lengthy
process in which she had to borrow money from her parents in order to pay the rent and feed her

family. She stated:

[In] my case | [was told] | would get a response within fourteen digsir weeks
later no responseight! (Were you getting paid byork covef) No, they refused to
pay me, and because of that | was not eligible for any bengfit. (Pendingthe
claim?) Yeah So it basically left me destitutehad to borrow money to pay mynte
it was just outrageous what happen&dSo then | ring them four weeks later and |
said, well, your policy stated ydu vget fourteen [days] to responéie goes 6 ®no,
the psychiatrist is on leave and we @aaio anything until she gets baéksaid, 6 &
that is not within your policyand | dord@ give a shit if she is on leave, righo my
life depends on a psychiatrist [who] has met me3fominutes and is on leayes that
what youre telling m& dwas furiousand so | kept ringing and ringin@gnd | did not
get an answer until | went to the unidfhe union organised conciliation for mé.
[I] won that case € Whenl say | won the case, it went to conciliatiorhey [the
agency] had to pay me, they paid me but in the meantime they termiryatedhtnact.
(W13 female 25 yearsCSS)
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The Safe Work Australia repat2012bp 5) estimated the cost @fork-relatedinjury and
illness in 200809. They apportioned fercentof these costs to the employer, pekcento the
workers and 2percento the community. Clearly the workénsarratives confirm this situation
in which workers bear the greatest economic costs when trying to address the injury they have
incurred through workalthoughthe workerévoices are telling us it is not only econiarpain
but psychological, emotional and physical pdine experience of high work stress has been
linked to the development of heart attacks, depression and other ill(Bkesestt et al. 2006;
LaMontagne, Sanderson & Cocker 2010)

The sharing of workabexperiences of putting inork coverclaim was mostly discussed
in theoneto-oneinterviews.There was limited discussion abd\brkSafeor work coverin the
focus groups. Howevgthis may have been due to the personal and private nature of the
experienceAs documented in the previous chapter there is the stigma surrounding mental
illness including psychological work injuries (work stred&)nethelessvorkers mentioad
breakdows, depression, pestaumatic stress, vicarious trauma, burnout and stress (see
Appendix Table 4). Robertgates(2003p 904) hasdiscussed the social stigma associated with
putting in a workeis compensation claindthe myths about workeisompensationreate the
belief that injued workers are usually malingeref®o many of the respondents considered
workplace injury to be the modern equivalent of lep@Burthermore, as Dolla®003p 4)
states@Also in Australia there is a lot of stigma assoalatéth making stress claims, which
may inhibit people from making theffhere may also be organisational challenges to stress
claims.Claim rates therefore do not reflect the stress risk of work environénents

During 2005 06 it was reported that thi¢ealthand Community Servicaadustry (H&CS)
workers were less likely to claim workers compensation than those in other indi&sfees
Work Australia 2009 There was no explanation as to why this was the Easthermorein
this report it is noted that the national data set only captured one in three injuries involving
stress or other mental conditions and that claims in the H&CS were underestimated.

The worker8experiences in the current study provide a picture tha abt well and nor
does it end well for workers in regardswork coverclaims.Worker&experiences of the state
governmerth ¥/orkSafeauthority, especially itavork coverclaims area, were not positive
experiencesGuthrie and Jang2006p 485)neaty sum up womeds experience of the workers

compensation scheme in Australia:

The Australian experience suggests that as a consequence of the combination of lesser
industrial bargaining power, lower wages and differing forms of injury and disease
women often receive less than men in compensation payments, struggle to obtain
equity in the dispute resolution process and experience greater difficulties in returning
to work following injury or disease.
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They further noted that the nature of worisedaims isstressrelated and repetitive strain
injuries (RSI) and that these are medically and legally complex, receive greater scrutiny by
employers and insurerand are frequently not acceptddhese are important observations and
have direct applicability to theSS, which as we know is predominately a female induBlny.
four participants whose experiences of work cover are documented above never returned to their
respectivevorkplaces and eventually found work elsewhere.

There has been important research cetal by Guthrie, Cicarelli & Babi@010)into the
structural andegislative amendments put in place bystkeandterritoryjurisdictions that
helps explain the negative experiences of workers acceseikgcoverin Victoria. In their
concluding pargraph theyGuthrie, Ciccarelli & Babic 2010 107)state thatto combat the
rising costs, each state and territory has implemented legislative amendments to reduce the
number of compensable strestated claims lodged by worké¥ictoria was the leadtate
government in developing these stress claim exclusion clauses. Gsaessarci{1995p 237)
15years ago, into workers compensations claims for work stress in thedi$8duraged this
approach and recommendaadnore proactive preventive stratebig stated thailThese
suggested preventive interventions involve a philosophy fundamentally different from merely
changing the definition of injury so as to reduce claiiarseris (1995p 236) preventive
measures includedemployee education, supervigmining, employee assistance programs,
early intervention, mediation services, outpatient mental health benefit, comprehensive
psychiatric examination, claims review, documentation and premium reducsonse of
Larserds suggested preventive measunespart of the Australian OH&S landscape today, such
as EAP and mediation. Howevydris concerning that Australian state governments in the last
few years are implementing legislative strategies to reduce claims by amending definitions of
actionable injuy, particularly in relation to stresh.is a reactive approach and flies in the face
of muchresearchnto work stress recommending proactive approaches to reducing the stress in
the first placeas well as not making it harder for workers to seek reemse through the
legislative processe$his was not the first time this reactive response has been taken in terms
of work stress. Cotton & Jacks¢tO996p 248) note dmassive cost increases over the past 5
years have recently prompted moves to restviailability of compensation in most
jurisdictiong

A recent Safe Work Australia repd&011cp vii) statesdin 2009 10 injuries incurred in
falls werethe most likely to be compensatedile injuries fromexposure to mental stresgre
the leastikely to be compensatédA further difficulty for contractual and casual workers is
their particular vulnerable position in terms of future job prospects if they lodge a stress claim
(Dollard, Winefield & Winefield 1999)

As one worker commented in a focus gyou
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I6ve just got a half thought, which was just triggered by a comment earlier about
parallel processesvhere tm just thinking, wé&e dealing with people who have been
abused by the system in one way, and at the same time we are ourselves being abused
by our systemqW25 female,7 yearsCSS)

In Lippelds (2007p 435, 437)research into workedsarratives about the compensation
processshe notesthe issue of power imbalance in the legal context is not new, nor is it
exclusive to the field of workedsompensatio@ She goes on to safthe fact that the worker
can feel blamed in the process, while the fault of the employer is not an issue, contributes to
both feelings of stigma and power imbalaiéd the worker levelRobertsYates(2003p 906)
suggess that what is neededdhe education of worknates and the community in order to
promote a nofludgemental response fimvisibled injuriesd

As confirmedin the workerénarrativesthe workers compensation system isadmersarial
model and the powen this compensation systedoes not lie with the injured workefisippel
2007) Steve Markthe NSW Commissioner of Legal Servi€@901p 7), concluded in his

paper

the present system is based on adversarialism, litigation and a focus on the ioterests
the legal, insurance and medical professions rather than being driven by the needs and
perceptions of the injured party.

As Mark (2001)commentsit is no surprise that the medical research shows that the processes

of work-relatedinjury cases in itselinakes people sick.
3. WorkersoPerspective of the Unions

Unions are major players in protecting unionised worR&isrkers commented on this
protective role of the respective unions and particularly aspects such as UnionUxegsist.
Assist providesvork coverconciliation support for union members through the Victorian
Trades HallCouncil®® As one worker in a focus group commentedist me, you are going to
need them one day, you really are, becausen®else can help you, except the union. (W37
femde, 25yearsCSS)
The power of the unions is compromised by the small membership compared to the number
of workers. However uniomemberships rising according to the respective unions. In the
ASU magazing¢Australian Services Union 20114), membership fronthe socialand
community service6€SACS)industrywas 14percenif female and $ercentof male union

membershipAccording to a report by th&ustralian Council of Trade Uniorf2011cp 10):

2 Victorian Trades Hall Council websitevw.vthc.org.auated 3/1/2012
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The strong female participation is also aeefion of the growing numbers of women
who are union membertn 2010 female union density was higher than male union
density for the first time.

According to the latest ABS figur¢2012) union membership as at Augi11 for fulk
time workers was 20.gercentwhile for parttime workers it was 14.percent For all workers,
union membership was 18xrcenfor males and 18.Bercentfor femalesThese low figures
do limit union powerSeveral workers commented that they see, understand and accept this
reality. One worker sajdhere are a few in the union; not many (Wt&3nale 15yearsCSS).

In addition the increase in the CSS of casyarttime andshorttermcontractual work adds
to challenges for union recruitment strateghescording to the Wirkplace Research Centre
(2007p 86), Permanent employees are more likely than contract or casual workers to be
members, as are highskilled employee$As has been discussed, insecure work makes for a
more compliant workforce.

The ASU has always hagrticular struggles in recruitment and in its industrial protective
roles within the CSSas outlined in the literature review chap#s.Quiggin(2010p 172)
states:

The decline in union membership has almost certainly played a substantial role in
promding inequality in market incomes, not to mention the removal of checks to the
power and prerogatives of managers.
In addition, governments, stdectoral peak bodies and the agencies themselves are aware of the
curtailed protections that unions can enacupport and protect workers when they have such a
low membership base.
The heyday of union power from high union membership has pdskad.been eroded by
the development and gradual dominance sincentdel 980s of a nediberal (economic
rationalis) paradigmAs Crouch(1986, cited in Heery 2009327) noted &he dominant policy
of elites towards trade unionism under #ideralism is one of exclusid@nFree market
economic liberalism incorporates a drive for greater casual and contractual werkfioler the
guise of flexibility and efficiencyit has the added benefit, for employers, that workers can also
be dispensed with more easily, with greater speed and lesthcadtlition permanent workers
are more likely to be union members as opposedsaal and contractual workefdis
slippage of union power through the decline in membership has lead to less industrial muscle of
unions to negotiate, defend and support its unionised workers.
In reality, more workers are sliding into insecure employment and this makes it harder to
fight to improve working conditions and wagés. discussed earligliving day in and day out
with insecure employment is stressti€cording to the report by the Australiam@cil of
Trade Unions, using ABS 2010 figures, dércentof the H&CS wakers are on fixederm

contractgAustralian Council of Trade Unions 2011Burthermore, over a decade ago
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Leonards (2002)research into womén volunteering in the human serviéadustry noted the
highly casualiseevorkforce as well as itgulture of personal commitment.

Onelongtermworker and rights activist commented:

Admittedly unionisation in the community sector was always behind the health sector,
but there were times wh the ASWU Australian Social Welfare Unidn which
preceded the ASU (SACS) division, worked hard at building a sense of consciousness
and provided support for workers in the community sector. lGwaay there was a
halcyon period, but since the earlyd® things have not [been] good, be it in terms

of unionisation, or the ability of all workers, not just community sector workers, to
tackle stressors. (W4inale,25yearsCSS)

As one worker statefthe] agency refused to have union involvement in the Enterprise
Bargain Agreemerdnd furthermore he shared tidite CEO sent letters to all staff stating
union workers at the agency were scornful of their clients and not interested in their dvelfare
(W11, male, 13years in CSShis worker also commented that the union membership
currently in this organisation was around a third, although workers who are union members
were leaving the agenchie stated this is due to them being unfairly targeted by neamexgf.

Some of the workeésomments were made about experiences that occurred prior to the
changes made by the current LagovernmentOne major initiative of the Laba@overnment
was setting up Fair Work Australia and the subsequent changes in patididgections
emanating from this new structuteis reasonable to state that unions in a general sense have
gained back some powers under the curfietéralLabour government in Australia. Vromen
(2005)suggests unions are a more insider interestmvath a Labogovernmenand a more
outsider interest group with a Libeigdvernment

An added challenge for the two respective unions (ASU and H&CSU) in their roles in the
fight for better pay and conditions in this sector is arddimel clients coméirstérhetoric: the
underlying altruism and idealism rhetorithese concepts have been discussed and analysed in

Chapter~our. As one worker noted:

| think our voices agé low paid workers, is that we often are so busy doing for others
that we dod € cdlectivise around our own right® We neglect ourselves, to our
own detriment [and] to our sectér detriment as well. (W3f#emale 19 yearsCSS)

Another structural difficulty is the union representative/delegate rblesse workers are
more vulnerabléo being targeted by management due to the nature of these roles, often
challenging management decisions and hence managsrpemter position over workerghis
situation can be exacerbated in smaller agencies in which staff numbers are few. It te easier
target a representative when the effects may be minimal in terms of the contractual obligations

and general running of an agency. One union delegate spoke about the targeting processes by
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management in response to my prompt questioldyou feel thathere is stress due to your

union role and signing that lettéihats the mix for you in terms of issués?

Ohyeah itGs been stressed right up, you knol® ieen, | mearevery timdt seems to
me, that every time | hop out of my chair | get hit vdttme sort of threat of a
disciplinary hearing or disciplinary lette(W11, male,13yearsCSS)

This worker went on to state, rather dryly, in reference to his union delegate role:

| have been involved in nine grievance procedures in the last two yeaseaen of
them were with [supporting] neanion membetsthey have taken out grievance
procedures against members of the executive [s&ff] guess that didhwin me that
many friends either. (Wlinale,13yearsCSS)

The difficulties and challengestrfavorker representatives, whether they are health and safety
representatives or union delegates, pivot around who has the relative power in agewiges.
the present conditions it can be reasonably asserted that it is management who has greater
power. This is the result in part of the casualised and feminised nature of the CSS workforce
(Gunningham & Sinclair 2009As the above union delegate noted in reference to a colleague
who is also a newly active unionist as well as an OH&S represeniativie ginion her career
path in this organisation will now come to an abrupt stop due to her activism (Wl 13
yearsCSS).

Another workerhowever, fairly new to the union deleg@eole, felt the oppositand he
said:

| am the delegate because | thibkctually gives me a little bit of support and clout if
you want to call it that, to feel safer in my positén can now raise issues on behalf
of the membership without identifying anybody and still be professional and pleasant

to everyone and say the are the issues thhfivebeen brought to mend present
them to managemerfiv7, male, 1yearsCSS)

The above scenario is unusual in that thered@ @ercentunion membership in this

workerGs particular organisatioffhere is obvious strength andtection in cases where most

of theworkforceis unionisedAs the old union saying goe&inited we stand, divided we fall
One worker spoke about the targeting of workers who are known to be in a union and the

level of ongoing stress that this brought:

€ going through an enterprise bargaining agreement negotiation at the moment and
this has been in thiaroesprobably for the last two years, the amount of stress, angst
and anxiety that has been levelled at people like myself who are a union m@kiber
female 6 yearssame agency)

Several workers in focus groups spoke of the union being a buffer against individual
stressful workewersusmanagement issues.number of workers spoke about the protective

nature of union membership
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Trust me, you are going need them one day, you really are, becausensoelse can
help you, except the union. | knoldve been there, and | wann the union at the
time couldrd be helpegdeven by solicitors. And they said, wgtbu should have been
in the unionSo | karned my lessoW37, female 25yearsCSS)

My involvement in the union has really been the only thing keeping my head above
water, really in terms of my own sanity. (W3¥émale 19 yearsCSS)

Weéve had four good @l say very gogdriends and colleagues go evork cover and
stress leave; at least four in the last twelve mor(fRsurin the one organisation for
work covefR) Yes and they werefh in the union, and | think the only reason | survived
is that Kive been in the union. Arnwhen éve needed support, thiglycome down and
theydve been thereand so of course management will think twice about that. (W30
female 20yearsCSS)

The last worker shared that in her agency a doubling of workloads transpired for her and her
colleagus in the specific direct care section of the agewityh no extra workers being
employed to complete the increased workldsdditional higher status workers, including
management, were employdebwever. As research has highlightatiose less qualified and
with lower status are treated less widleagher & Healy 2005, 2006)

Another worker spoke abouts@ percenturnover of direct service staff due to a current
conflict between management and work&ise stated thahe union hag been like a breath of
fresh air; it is so good to know we have people looking out for us and who are familiar with the
issues. (WlGemale24 years CSS).

In the findings most of the workers spoke about themselves as well as fellow staff as
geopldand not asivorkerdor ccolleaguedper seOne can speculate whether seeing and
talking about yourself and colleagues as people does in fact, contribute to the difficulties some
individuals have in taking action on improving pay, terms and working consliisivorkersy
Clearly workers have industrial rights, but @@opléhave industrial rightsRor example,
workers in the construction industry do not identify themselves as people, but as construction
workers who are known to have a strong union base in which theyd&ighworkeréfor
improved pay and working conditiorRerhaps is it still viewed that the more emotional caring
work is not real work, unlike the more physical, brigkgtmortar work of the castruction
industry.This language ofpersoidrather tharbworkemdalso fits neatly into the discourse about
theentrepreneurial seifa form of nediberal selfhood, wherein each individual is deemed
responsible for creating and driving their own ergpient opportunitiegHall, S & Du Gay
1996; Wright, RD 1998)Within this radically individualised view of the world the individual
must, as Wright points out, live up to the demands of the hygrapetitive market and be
endlessly performative&such thinkng is exemplified in Margaret Thatclisrcomment to the
effect thatthere is no such thing as societyly individuals and their choicés he

consequence of expelling any notion of society or social collectiviemever, leaves

Pagel500f 201



individuals isolated itheir workplaces and communities without means of support or capacity
to improve their lot.

Allied to the problems associated with a radical individualssrDavig1987)notes, are the
challenges in this particular industry for workers to fight fordraettages when in their daily
work they comdaceto-facewith people who are much worse off than themselves may in
part explain the reluctance on the part of some CSS workers-4desaify as industrial
workers.

The nedliberalism policies fromthemid-1980s onwards have led to a subsetuerease in
casual and fixederm contracts in many industries, including the A&8on membership
Australia wide has declined in this periddhe overall situation makes it harder for unions to
flex their idustrial muscle on behalf of unionised workérisda White(2010) the current
Assistant National Secretary of the ASthcapsulated many of the issues regarding the 8ISS.
the Care, Social Inclusion and Citizenship conferé@6&0)she noted the chaltges of
government8outsourcing of work through tendering processes; the diverse and poorly
connected sector made upsofiall organisation, large charities, some for prafid mosnot-
for-profits; the involvement afiational organisations such as ctngs, charities and peak
organisations that do not have an industrial relations facubsthe overall unsophisticated

industrial relations scenario of the sector.
4. Summary

The overarching OH&S government legislated systems and structures (regulaticosesndf
practices) relevant to all industries, including the Q&&g distinct limitations in their
preventative and post injury treatment roles at the organisational level. The state government
OH&S legislation has mechanisms in place in order to preterkers fromworkplaceinjuries.
There arehowever, inherent structural difficulties which prevent these policies and guidelines
working well on the shop floor in the respective agencies in the CSS.

As Kenny(1995, cited in Dollard, Winefield &inefield 1999 280)arguesdhe rules and
norms of the workplaces are productivity and cost contairgnEme workerévoices as well as
the statistics about psychological injuries in the CSS have been a testament to the difficulties
and challenges ofrpviding a safe and healthy workplat®a way it is not surprising that
agencies and their managers try to ignore wodgtress as it can be understood, consciously
and | suspect unconsciously, as an intractable proteanpoorly funded sector it is
counterproductive to acknowledge and attempt to act on something that cannot be adequately
addressed.

Mayhew & Chappe{2007p 328) point to the struggles of tHaternational Labour
Organisation (ILO) This isa body that is concerned with protectiortttd OH&S of workers
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on the global stag&he ILOG original draft Code of Practice in 2003 included a substantial and
broad definition of workplace violence including homicide, bullying, mobbing, harassment and

mental stress. After lobbying by employeogps this was reduced to read

€ any action, incident or behaviour that departs from reasonable conduct in which a
person is assaulted, threatened, harmed, or injured in the course of, or as a direct result
of, his or her work.

Mayhew & Chappel(2007p 328)explain

this definition came under severe pressure, principally from employer experts who
sought to limit the scope of the compromise code to intentional acts of physical
violence and to exclude workplace stress entirely from the document.

There arédhealth and safety committees that are meant to oversee OH&S issues; however
these have proven in many instances to be of limited effiddagagement can seek to redefine
codesof practiceas in the ILO case cited abgwe they can simply stand in the ytirough
inaction.In the CSS managerial reluctance to address the difficult issues that are causing work
stress and subsequent high number of psychological injuries in the CSS has simply deepened
these problemdg:unding for this sector is strongly reltaan governments, state and federal, and
the money is in short suppldence there are difficulties in obtaining funds to enable workers to
access OH&S training to assist them in the ongoing work that is required to maintain healthy
and safevorkplaces.

Other important players are the relevant unions and their respective roles in protecting,
advocating for and supporting workers in the C&Sdocumentedwvorkers could not do
without them, but the reality of a small membership base has its limitationsassisting
workers on a representative and advocacy lélibns have been hamstrung as a result of the
global economic rationalist agendas and governments adopting economic free market
approaches to the labour market (deregulatibefdering and the subguent opening up of
competition between CSS agencies has resulted in increased casual atairslvorttracts.

These new realities of increased instability in employment limit recruitment opportunities for
unions; membership is their life blood and isteeen seriously curtailed.

The findings show that the relevant systems and structures have an effect upon workers in
their daily working lives in the CS$roman occupational and health perspectha systems
and structurefrequently fail with regardo protection and rehabilitation of injured workers.
Pearcg2006ap 4) commentsghe primary focus on tackling the problem of accelerating
psychological injury claims in the workplace may lie in greater resource allocation focused on
prevention and rehditation This is a huge problem for a sector that at its very core has major
funding shortagedt has led to strategies being implemented by management that have

demonstrably negative health and safety outcomes for the workforce.
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5. Workersbdldeas on Reducing Work Stress in the CSS

5.1 Introduction

Workers were specifically asked the questidaveyou got any ideas for reducing job stress in
the community sector?lany of the worker@suggestions for change are included throughout
the thesis, but furtmadetail arose through this final question. As one worker commghatt
stress has to be made a priority and it needs to be dealt with in a thoughtful, respectful and
thorough way (W1(female 15 yearsCSS).

Interestingly there was minimal focus on legislated OH&S in the workgiscourse.
However, occupational health and safety issues are present throughout thebmarkatises
in more indirect waysAs previously documented, there has been little training and facus o
OH&S, especially work stress in this sectw it is not surprising that the umbrella term

@OH&SHis not in the forefront of the workeérgocabulary.
5.2 Funding Is Pivotal

Many workers expressed an understanding that funding shortages in the CSSitagsdar
workers and a frequent recommendation was the need for substantial funding increases for
agencies to operate in a sustainable Wayone worker commenteblcand see theré any

other solution besides increased funding (W&#ale 10 yearssame agency)Vorkers clearly
saw this as a major structural issue that is strongly linked to the poor pay and conditions
experienced by workers.

The inadequacy of current funding arrangements underpinned many of the @workers
comments. One worker in a facgroup shared thoughts about workers setting the agenda on
developing caseload formulas as a positive way of reducing the workload and subsequent stress
this causes (W28emale,16 yearsCSS).Given the clear knowledge that this sector loads up
the workes for reasons mainly to do with the funding limitations and accepted contractual
agreementghis would be a big call for the management structures in organisations toltenact.
would need collective action by workers and the sector as a whole to pugivéinement of
the day It would also take the active involvement of a considerable section of the public to get
behind such a strategy. The relevant state and federal peak CSS representative bodies regularly
present to state and federal governments itts &bout this underfunded sector atipuelget
allocation time, often to no avail.

Inadequate funding impacts directly on the sector and is reflected in the poor pay rates for
workers. Many workers commented on the need for improvements in pay andorenAgi
one worker noted, low pay effects worl@iges beyond the workplace and hence exacerbates

any stress that is already being experienced.
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[We need]better pay ratesAs we all knowworkers in community organisations are
paid comparatively low rateand | think that this contributes to workéstress as we

are working long and often difficult hours and still having to manage our own lives on
lower than average incomes. | think that this is especially relevant given the
qualification and experienceequirements of most of the field. (Wi®male 8 years
CSS)

Other workers also recognised low pay and poor conditions as precursors of work stress:

If you want to stabilise the workforce, yoe got to have peopte feeling that thefre
paid the proper wages, [or§ people are going to keep movijnifpeydl leave the
sector, or leave to try to find another jgbV29 female 10yearssame agency)

[We need] much better pay and conditions and decreased worklp&@9, femalg
12 years CS)

Interviews with workers took place before the 1 February 2012 Fair Work Australia decision
regarding the Social and Community Services (SACS) modern akairdVork Australia
handed down a decision to award wage increases rangind &t 1 percentfurther
evidence of how exceedingly low the wages have been in this field. These changes will be
brought in on an incremental basis over eight ydaremains to be seen if there will be a
concomitant increase in funding or whetfewer staff will be expected to complete the same
amount of work. This would only result in betigaid workers doing even more work and by
itself will not decrease work stressdfsirthermore, each state and territory is expected by the
Commonwealth Government to contribatéair share of the funds needed to pay for the award
increases in wageBresently the State Government in Victoria has not made a decision on the
level of funding it will provide as part of state and federal funding arrangements to pay for the
Fair WorkAustralia pay decision. As is evidenced in the research, one strategy currently
employed by organisations is to dowrade the qualifications needed to do the work and hence
save on wages by employing lepsalified worker{Meagher 2007; Meagher & Heal(@5).

There may also be a greater focus on bringing in even greater numbers of volunteers to buffer
organisations against the increase in wages.

As discussed in earlier chapters the poor pay and conditions fits wisffoing Reward
Imbalance work stresaodel. There is a substantial imbalance in what is expected of the
workers and clearly given by workers in this sechoid the minimal rewards received.

The impoverished funding models in the CSS appear to be set in concrete and it would take
several sigificant blasts to break dowand then reconstruct this welstablished foundation.

The Allen Consulting Group repdi2008) which was commissioned by the CSS peak body
VCOSS, found that half of the organisations would respond to insufficient fubging
decreasingvorking conditions. The organisational responses included requiring workers to take

on further duties without additional pay, reducing staff numbers and reducing Watieslong
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run, with increasing psychological injury and work cover claimis, strategy is

counterproductive.
5.3 Need for a More Open Culture

Workers spoke about cultural changes as an important aspect for reducing work stress in the
CSS.There were many comments from workers about how they often felt devalued and
neglectedIt was widely felt that a degree of cultural change on the part of managers was
necessaryManagers, they claim, need to change how they view and treat their workers,
including in particular, according them more respéa.onelong-termworker suggested,
agencies need to tell workers that they are valued, that they are important and will be supported
andthat they value what [we] dgW1Q female15yearsCSS)

Several workers spoke of the need for a more open culture:

Maintaining a culture of open constructive criticism and suppért constructive
questioning to maxiraé creative problem solving. (Wif@émale 24 yearsCSS)

[Need] consultation that is meaningful consultation, like not, jas¥s this is what

you are going to do ngwsnd it great and thanks @ it needs to be genuin@/orkers
[need to] feel like they can speak up and talk about things, [such as] workloads that
are sustainablel also think that this is napie in the sk§[stuff]. | think there is a lot

of room to daothings better and it would mean a massive reduction in occupational
stress (W15 female 10 yearsCSSand4 years ASU)

Given the current direction of an audit and accounting culture this would be certainly going
against current management policy practittedoes indicatehowever a pressing need to
dispense with the limited and reductive economic and accounting focus of contemporary
managerialism.

The worker8narratives throughout this research clearly highlight a culture of neglect with
respect to wdkers in the CSSOne could use the ter@rganisational negle@to best describe
the current situatiohere appears minimal will to take the strong action needed by those in the

power positions to seriously change this culture of neglect to addressrdistkess.
5.4 Supervision, Debriefing and Critical Incident Stress Management Action

Further evidence of thi@rganisational negledis seen in the current supervisory arrangements.
Flaws in the current supervision models were frequently mentioneaixers as adding to
their feelings of stress at work.notable comment was made by one worker regarding

supervisionShe wrote:

| think that supervision needs to include accountability practices (monitoring and
review of cases, ejcandworkerés care.This should include checking in with workers
as to how they are coping and an opportunity to acknowledge the impact of our work.
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In my experience this worker care is often ¢hery poor cousi@in supervision and
whilst | understand how this occurs (anthayuilty of perpetuating this situation) |
think that the health of a worker needs to be paramount. (fgtthle 8 yearsCSS)

Worker®icomments about supervisory arrangements included monthly supervision, quality
professional supervision, peled supervision, internal and external supervision, amaist
importantly, supervision that is more than a focus on line management needs. The withdrawal of
professional supervision is another example of thprdéessionalisation that is occurring in the
secta. As noted in Chaptdfour, one worker found that her manager did not even know what
professional supervision was, why it was considered essential for good practitat use it
would be (W1Q female, 15yearsCSS).

Several workers suggested péat support, as one worker commented

regular peer support meetings including time for case discussion and blowing off
steam (W16 female24 yearsCSS)

Without such avenues to debrief, stress levels can become chronic and lead to greater
psychological injurywhich can ultimately result in work cover claims.
Another worker stated:

Regular daily periods in work time for workers to deal with stress by sleeping,
meditating, praying, exercising, or whatever works for them (one hour per day), (W16
female 24 yearsCSS)

Several workers stated the importanceeibriefng. As one worker commented

| know oneworkplacel was at where we demanded in the end, [and] set aside half an
hour at the end of every day, to debrief anddaalk. (W25 female,7 yearsCSS)

Workers also recognised tiendamental need fatebriefing after a critical incidenbne
worker spoke about the need for managers and supervisors to be on the lookout for vicarious

traumatisation and deal withearly:

Critical incidents and vicarious traunm@eeds to be taken much more seriously by staff
and agencieqW39 female 20 yearsCSS)

An experienced worker commented:

Vicarious traumatisation is a givegou have permission to talk about it and you need
to talk about it and the second part [is topst every two monthés and have group
debriefng with [a] facilitator. (W1Q female 15yearsCSS)

Workers plainly saw that the stress from the work itself needed a place to be addressed.
Adequate professional supervision is desigmegart, to fulfil ths role yet supervision was not
available for most of the workers. As well as missing the professional outcomes of supervision
itself, workers clearly saw this lack as a devaluation of them and their work. It was another

reflection of the lack of recipriy that so many found exacerbated their stress.
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5.5 Management Change

Workers clearly saw a need for change in management behaMisuneed for managers to
change the way they interact with workers on many levels was forcefully articulated by the
majority of workersOne worker pointed out the need for a cultural change in attitude by
managersespecially towards worked®©H&S issues (W1lefemale,24 yearsCSS).

As mentioned above, workers wanted to see managers showing them more respect and
acknowledgment that they and their work are valued. Two workers made comments about
managers needing to validate, support and acknowledge the hard work they complete and the
need to reduce the workload levels (\Wi8nale,16 yearsCSS W38, female,1 yearCSS).

They also wanted managers to better support them, especially when they are in distress after a
critical incident or experiencing symptoms of vicarious trauma.

Several workers made suggestions such as the need for better qualified and trained
manages, as well as the need to pay managers better saladame worker commented with
regard to managers

one of the major issues for the sector [Bhmissing, [is the need to] attract better
qualified, better trained peopl@V26 female,7 years one agncy, unsure others)

One worker commented that managers need specific training about work stress in order to
better support stressed staff (Wi€male 24 yearsCSS). A rather telling written comment was

made by one worker about her experience of manageme

A system wheredt ok to say ydise not coping and a system where the case mémnger
cry for help is heard by linenanagerand/or pastoral care worker if current manager
is unable to manage the situation adequately. (Vi&hale 3% yearsCSS)

Oneexperienced and well qualified worker made a variety of comments about managers

performing better in terms of taking more responsibility and action:

Management responding appropriately and in a timely manner to workers who are
traumatised by incidents theyere involved in or witnessedgheringto policies of
worker safety from the top dowbetter education and training irethical practice,
particularly for managementexperiencedand highly qualifiednanagersrather than
young people with lots of knowlgsl quickfix attitudes and the gift of the gab but no
real wisdom or understanding of their cliedts their worker$ needs. (W20female,
12yearsCSS)

Several workers suggested the option of working 48 weeks instead of 52 weeks per year
The majordrawback with this 48/52 option is that usually there is no back fill provided whilst

the worker has extended annual leavas leads to extra work for other workers whilst the

%0 A 48/52 arrangement means that a worker is paid for 48 weeks spread over 52 weeks, whichvediekss

annual leave per year.
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agency stands to save money in terms of a reduction in staff salamgepont highlighted in

the previous chapter was the interim pressures on workers when someone leaves and extra work
falls upon those left workinghs one worker commented, management need to fill gaps in staff
more quickly as those left behind have to do thxéra work created by the vacan&hestated:

ités just sitting there as a vacancy alikle at our [work], wedve had all these vacancies and

theydre not even advertisgiivV3g8 femalel yearCSS)

5.6 Committees of Managements and Boards of Management Chgas

Part of the more open culture that workers would like to see includes having access to boards
and committees of management (W&9male, 20 yearsCSS). Workers want more consultation
with boards and committees of managemespedlly about theiideas for mucineeded
changes to reduce work stress.

Workers stressed the need for more open and transjbaaols and committees of
management ithis sectorSeveral workers put forward ideas for change in regards to boards.
One worker suggested:

Thereneed to be clear guidelines for the appointment offoieprofit agency boards

that are publically funded. There need to be clear guidelines around governance
procedures and transparency. All board members of a publically fundeidrmartofit
service delery organisation should be listed by thabrganisation and their
qualifications detailed in the annual report and [on] aorganisation website. (W18
male,10yearsCSS)

There was also mention of better access to boards that may come from a mandtapen

Not having access tamoards and committees of managenasttted to workeifeelings of
disempowerment. As well as having less say over their work, in terms of increased audit
requirements and lack of real consultation, not being able to duaagds and committees of
managerant when workers had legitimate grievances added to their disenfranchisement and

hence their stress.

5.7 Changes at the Organisational Level

There were further suggestions for stress reduction at the agency level. Thisliprising as
it is where the workers toil day in and day cithough there was little talk of OH&S
specifically, the workers clearly saw that increased training on OH&S would assist in reducing
work stressorsThis would be a start infar as workers wdd be more informed of their rights
around work health, in particular psychological health at work.

One worker stated that agencies need to prioritise staff welédigten to staff needs (W10

female,15yearsCSS). Two workers commented on the saésiyect. One suggested better
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security at work to alleviate incidents and subsequent stress f@ale, 10 yearsCSSand4

yearsASU). Another worker stated:

In terms of the stress and the stressors in the [direct personal care @orkhink
workers areat risk. It is a particularly difficult issue and rather urgently, from a
safety perspective, there ought to be procedures in place to protect wqik@&
female,7 yearsonce agency; unsure otheworkplaces)

Workers did know abowgmployee assistangeogramqEAPS). Workers were also clearly
aware that the number of counselling sessions available to employees was demonstrably
inadequate when it came to dealing with the range of warkeedth issueOne worker
commentedfWe need]more EAP sessionas four are not enough when working through
issues; twelve per year is maemsonable in this line of wolV21,female 3%2yearsCSS)

Awareness of EAPs is not surprisjiag they are heavily promoted as an option to address
work stress. To a certain extent they are held up as the panacea for addressin@issukesrs
EAPs are part of the secondary and tertiary prevention responses that organisations prefer when
addressig worker®issues, including work stress. Secondary and tertiary responses are
favoured over primary prevention strategimst this is not thenost effective modeds
evidenced from a wide body oésearci{Dollard, LaMontagnet al.2007; LaMontagne et.a
2007) Primary prevention is the most successfioldel for reducing work stresdlork stress is
primarily emanating from the systems and structudeslly the focus on change needs to occur
here, not by the worker cajoling herself to better handld stwessAs Arthur (2000p 557)
suggests about EAPs

€ they must be part of holistic strategies, involving management, human resources
and occupational health, to evaluate policies, procedures, work patterns,
communications, decisiemaking and employeempowerment within organisations.
They are not in themselves effective enough to counter the effects of stressful work
environments.

These important points areinforcedand further supported in research by Dollard,
Winefield et al.(1999p 286 completedbver a decade ago which suggested:

To prevent occupational stress, reduce the number of stress claims, and improve
returnito-work outcomes, or@e focus should be on a reduction of workplace stressors
(e.g. reducing heavy workloads, management changeilospphy and policies for
supporting workers, and conflict resolution/restraint training for dealing with violent
clients).In the absence of change, stress responses to adverse work conditions should
be normalized.

Several workers commented on changesledén policy and procedures (P&Ps), such as
increased worker input amvaluation of P&Ps (W@emale 5 yearsone agencyW29, female,

10years- one agencyW28, female, 16 yearsCSS).
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5.8 Stigma Reduction Strategies

A culture of silence forms eomponent of the culture of negle€he silence in this instance
relates to the stigmatisation of stressed workers. Direct comments by two workers spoke of the

culture of silence that surrounds work stress and of the need for this to change:

We all still pretend but until you actually get this out and sa@yfesejobs are
stressful then you cad start having a dialogue about how to resolve thisw do we
make it less stressfIE Thereare some things we cérchange and there are some
things that we a&n, or we can do better abut until we create the space to have the
dialogue, you will not see a change. (Winale 12 yearsCSS)

There is a stigma to stresgou car@t name it, and you cdnjust acknowledge itf we
canm deal with it, | guess howou can do anything aboufi{W39 female,20 years
CSS).

Workers throughout this research have spoken of the need for a more open culture, and part
of that openness needs to include permission to discuss work stress, its causes, effects and
preventativestrategiesNaming the stigma surrounding work stress is a small step toward
agencies developing a more open culture. Management needs to drive, not obstruct, the

flowering of more open cultures through acknowledging stress and work stressors.
5.9 Secondmst

Onesuggestion, in terms of secteide structural changewas to put in place staff rotations or
secondments especially for frontline workers, as a mechanism to reducelstiessin place

in other industries such as teaching, academia and redi§jdds.This would be a more

primary and hence proactive approach to stress reduatidnmay also assist in some reduction
of the current serious retention problems occurring in this sékdane worker commented
people need to be taken off thenfrne and [given] a rest (W36nale,5 years CSSAnother
worker suggestedaried roles; change case loadgarticularly demanding clients/family
members (W2ZXemale 3¥2 yearsCSS).

It may be difficult to develop a secondment strategy betweera@&®iesas the funding
arrangements are currently based on a competitive tendering model in which fostering
cooperation and collegiality is limiteHlowever, a secondary advantage of secondments may be
that it would enhance cooperation and support betweevices, albeit with inherent challenges
and difficulties. Secondments could also be initiated between government departments and CSS
agenciesHowever the government in many ways considers itégkering and not rowirdgn
terms of its role with th€SS and perhaps may not think secondments are appropriate between

the steering of the state government department and the rowing of CSS agencies and their staff.
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5.10 Training Ideas

Workers spoke about training to assist in doing their work, to increadielence and for
professional development (Wimale,5 yearsone agencyW16, female,24 yearsCSS W19,
female,8 yearsCSS).Another worker stated:

| think we need to get [quality] training and education servitelink workers who

go to high quality, valuable training manage their stress better but as opposed to a
worker whogoesall the way down to Melbourne for a twaay training[course] and

it was boring and useless, they come back with more resentfvé3f). female,20
yearsCSS)

Several workers spoke about managers requimagagerial training, including education
and training around good ethical approaches in their daily dealing with workers fgtt0e,
12yearsCSS W39, female,20yearsCSS).

Another worker commented on the lack of support from managers when staff wished to take

on further training:

There needs to be more support for workers undertaking study. | was surprised to find
while working at a drug and alcohol rehabilitation residence [agerityt | was
criticised by the manager for undertaking a Diploma of Alcohol @tker Drug

Work. The centre was run by a religioasgganisation with none of the staff having
drug/alcohol relevant qualifications. It is my belief some managers may feel
threatened if workers are better qualified than themselves. ,(ivai@,10 yearsCSS)

Another avenue for debate, discussion and research is in the relevant courses taught at
universities and TAFE$dow prepared and informed are new graduates abouotthent
systems and structures in the CSS, including occupational health and safetyTikgues?
physical and psychological health needs of workers should heléttin undergraduate and
posgraduate coursefs one worker statedit is my belief that stuahts are not well prepared
for the complexity and demands of the workplace by their studies and that educators are failing

in their responsibilities (W18nale,10yearsCSS).
5.11 Union and Worker -Led Change Action

One worker made clear and strong comis@bout structural changes and saw that the workers

need to take a more active role in making structural changes h&fgpstated:

[Structural change will not come], until we can challenge the current paradigm,
where we are taught to simply see ourseb&dittle more than individuals, pursuing

our own agendase Once we start to look at collective solutions to problends, it
going to be hard, but if we dé@rstart, no one else will do it for u$Ve need to reclaim

our dignity as workers, and the basay of doing this, and tackling the stressors in
this industry, is about challenging the dominant thought process, and all that entails.
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Ending precarious employment conditions, stopping the competition between services,
acknowledging we live in a societygt a market place, and people we work with are
people not consumers. (W4tale,25yearsCSS)

There was some recognition by workers of the need for collective action to improve the
conditions that lead to work streds.terms of unioded change the tavmain ideas were for
unions to focus on their core industrial and support roles as well as become more involved in
OH&S training, including demystifying the work cover syst&uaveral workers spoke about
how the union needs to focus on their industriatgmtion and advocacy work, and spend fewer
resources on incentives such as free tickets and shopping disgé@stanale,20 yearsCSS
W36, male 5 years CSSN37, female 25 yearsCSS).Another worker suggested that united
OH&S training could be futed by the insurance compani§se suggested this strategy may
lead to a reduction in claims and hence reduce costs for insw@mganies; a wirwin
situation(W15, female, 1§earsCSSand4 years ASU)

The difficulty for unions, as documented, is tbe level of union membershiplembership
is the life blood of unions and they can only do the work that their membership dollars will
allow. They, too, have their funding limitations.

In one focus group there was considerable union discussion, includgtgafion about
worker®apathy towards the union, except when workers were in trouble and sought out union

help.As a worker and union representative stated:

People doft see industrial issues and work structures and power structures and
social policy oer time.... | dond know what you can do about it except just keep
telling them to join the unioriNot enough people in the unioaonder 20percent
(W35 male,20yearsCSS)

One worker shared in a focus group that he Hairdakdowrdue to work stress and he
wanted to contribute to positive change and could see the benefits of collectivekietion.

commented:

You knowwhen | see people like nurses trying to negotiate for [better] workplace
conditions; [here] it seems to be such a large group of compliant peépte! often
think, becausede just been trying to think of how am I going to change things in my
organisaton, and it feels like sometimessitjust me or a few peoplé. | kind of
wonder [about] a group of people like nurses, how fbis] industry could maybe do
something a little bit similafwW24 male,2 years same agency)

There are substantial hurdlesnfronting the development of a strong and united sectoral
workforce capable of fighting for improvements in working terms and condit@tirslenges
include the huge diversity in tiseibsectos, the historical and philosophical differences in
organisatias (charity, church and community), the diversity in qualifications, classifications

and pay rates between workers, anddisparitiesn funding leve$ betweersubsectos and
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agencies operating within the sectibiis indeed a tricky jigaw puzzle andttempts to gather
all of the pieces can be extremely difficult.
One worker statedt& almost like we have to develop some conscioushess raising, to then
say, 6 \ll weie not taking this anymoé€W35 male,20 yearsCSS).This statement fits well
with the reality, as shown in the data, that many workers struggle to put their needs upfront and
subsequently take action upon their needs, including improving pay, terms and conditions.
Several other workers spoke along similar linds:reed to reclaim ouridnity as workers
(W41, male,25yearsCSS)andwe have got to value ourselves (W3 male 25yearsCSS).
Another worker spoke about the strain on her from speaking up for others, getting intq trouble
and she wanted others to speak up for themselvas, (@male,1 yearCSS).
It appears from the data that presently there are only a small number of workers prepared to
take a stand on their needs and make the concerted effort to drive the momentum for change that

would result in a reduction in woskressors.
5.12 General Ideas for Change

It was further suggested that there was a need to educate the public about the stress and strains
for workers in this sectofhe need to solicit support from the community and organisations
outside the sector wasen as a necessary precursor to placing increased pressure on the main

feeding arm, namely state and federal governmentMédegihe(2004p 3) comments

Australians are simply not aware of how complex dméxed econom§ of human
service delivery and furilg is in Australia, and so ddénrealise the extent of service
delivery by not for profit organisations of various kinds (including charities in the
narrow sense).
There has been little interest and action coming from management with respect to taciting w
stressand garnering support from outside the sector may prove fruitful.
Two workers in the same focus group spoke abousiatjlicurrent communication mediums

to increase the support and understanding of the stresses on community welfare workers:

Because the community ateaware of the issueéW38 female,l year CSS)

Reality TV It is actually truck drivers or brain surgegng& never child protection
workers or foster care workersr crisis mental health [workersg Obviously you

cand do reality TV unless you use actors because of confidentiality, but you could do
that, if you wanted to, and then people are kind of [more] awar@V37, female 25
yearsCSS)

A furtherworker suggested utilising wdiased communicatiohe commented:

| have been told pharmacists have a selsed discussion group for the consideration
of a wide range of technical and professional issues. | would like to see a confidential
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webbased discussion group set up by the Australian Association of Social Workers
sutably moderated by a Department of Social Work in one of our universities. This

could have great benefits in the advancement of the profession and the lifting of
standards. | believe it would be of particular value for workers in more isolated areas

wherequality ongoing supervision is difficult to obtain. (Wh&ale,10 yearsCSS)

6. Concluding Remarks

In general the workeéédeas for change were clear, insightful and did not appeardode
demandingsuch as one would expect of an initial ambit clafitmis is not surprising though; as
argued throughout this thesis the G&3kforcehas to operate within two very different, yet
equally demanding and controllinigameworksThat is, thefeel goodcharity and voluntary
model with an overlay athardnoseé@inecliberalism free market modeThis accords extremely
well with alargely compliant femalevorkforce whodemonstatea strong alignment with their
clients.As one worker pointed ouitthink there is a lot of room to do thiadpetter and itvould
mean a massive reduction in occupational st(@g¢s5 female, 10 years C&8d4 ASU.

Clearly the worke@voices show a genuine attempt to put forward ideas to address work
stressWorkers suggested increased training for managers in order tosedhesr
understanding of ethical management practddézkers also wanted more training for
professional development and to enhance confidence.

Workers spoke disappointingly of the low union numbers and could see this was a problem.
A rather sobering conclusion has been drawBbmninelli (1999p 21) which has some
relevance to the CS®lade somd3years agpher comments about the social workfgssion

strike a responsive chord in relation to CSS workers td8lag .stated:

Unless social workers come to grips with the ramifications of globalizétitime
impoverishment of the people with whom they work; the restructuring of their
profession; anthe deterioration in their conditions of wdrkhe future of social work
looks bleak.To produce a different outcome, social workers will have to find ways of
empowering themselves as well as assisting their clients in this process.
The situation for cliets and workers are two distinct domaiAs.argued throughout this
thesis, it is necessary for there to be some disentangling of ébewtsvorkeréneeds.
Currently the primacy given to clients serves to largely disadvantage the needs of workers.
Strudural change that would improve workécenditions has not occurred over the past
decades. The workers may need to lead the change, including spearheading the action to reduce
psychological injuries in this sectdrhis may prove difficult given the strucal features of the
labour force in the CSShe increasing casualisation asttbrttermcontract work leaves more
and more workers in a precarious employment stdtis.is not a conducive situation for

workers to stick their head above the parapetiims of making the legitimate and much
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needed noises about work@irgustices and stress; it is rather more a focus for simply holding

onto work itself.
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Chapter Six: Colliding Models

This final chapter draws together and summarises my analysis of fing@bcause high stress

for workers in the CSSrirstly, it is important to reiterate that there has been only limited
research into work stress in this sector. Secondly, what has been missing to date in the small
amount of research carried out are the gee8ves and views of workers themselves regarding
the nature of their workhis lacuna is directly addressed in the thdsideed a central aim of

the thesis is to bring forth th&oices of worker8 The absence of both workékices and

relevant reearch underlines the importance of the work carried out in this thasi$iesis thus
represents a mueateeded contribution to the analysis of work stress in the sector from the point
of those most directly affectethe workers themselves. This thasisin attempt to bring into

the open the workedsnissing voices.
1. Work Stress Models and The CSS

There is a considerable body of research examining work stress thkobesad terms we can

note that there are three models of work stress that hawanele to worketgexperiences of

work stress in the CSShese are: firstly th&ffort Reward imbalance mod€ERI); secondly

the Demand Contr@ndSupportmodel(DCS) mode} and thirdly theBurnout(organisationgl

model While no one model can aloe&plain the multitude of factors feeding into the

production of stress in the CSS workforce, these different conceptual frameworks, when taken
collectively, have a certain utility in defining and highlighting the various causes and
manifestations of stress this sector.

Work stress in the Effort Reward Imbalance model is caused by the effort performed by the
worker not being matched with sufficient rewards which leads to an imbalance for the worker
and results in stress outcomes for theaiter and Masleh (1999 )for examplediscuss the
cognitive and emotional impact on workers from a perceived inequity in reward given and the
connection of this to worked®urnout

That there is a disjuncture between effort and reward for workers within the CSS is
immediately apparent from the workéstories set out in this researdimese workers are
expected to work extremely hard and make enormous sacrificere is clear evidence that
they are expected tmmcomplaininglyaccept high workloads, and at the sameetshow
minimal rancour and unconditional loyalty to both clients and their agefi¢ieg.are expected
to accept poor pay and conditions and the challenges of working alongside voluntagls.
level of sacrifice is expected of these work€&snverselythe returns, in terms of rewards from

managemengre few and far between. This efiogward imbalance is psychologically
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exhausting and stressfiilis an imbalance that is ultimately unsustainable in terms of the
worker®mental health.

The thesigexposesfrom the point of view of the workerhe absence of reciprocal loyalty
and care shown by manageméitie lack of validation and appreciation from employers was
often mentioned by the workeidelping the clients is often presumed to be the mairard.

While workers expressed satisfaction in helping clients, thesmationabrewards fell far short

in terms ofa balancebetweerreward and effortAs we have seemvorkers spoke frequently

about lack of rewards and recognition, even expressingetbe for such small rewards as a

thank youA clear pattern emerging from within these stories is a feeling that when monetary
rewards are low, as they are in the CSS, personal rewards assume even more importance for the
workers.

Wages have always beemian the CSS, but now workers also face the prospect of
increasingly insecure employmefrt.many cases, workers no longer receive even the reward of
secure employment to compensate for all the shortcomings such as poor pay and conditions that
prevail in he CSSAs shown in several of the workérsgarratives, work can disappear at any
time. This factor not only causes stress, but further reinforces wéifikedsgs that they are not
valued by their employers and will not necessarily be rewarded foryqualik. Sheets (2010
p 4) research notes the work of the World Health Organisation in 2008 in which they identify
(precarious employment as a major factor contributing to health inequalities including mental
illness and heart diseds€larke, Lewchuk, de Wolff & King2007p 325) conclude

the high levels of stress and health issues reported by the majority of workers in
precarious employment in our study indicate a worrying trend that points to higher
levels of stress related-itlealh for workers.

A major imbalance in rewards received and efforts expended by workers is a clear source of
work stressThe workeréstories offer a telling narrative about the abysmal reward situation for
most workers in the CSS.

The second relevant workress model that | have utilised within the thesis is the Demand,
Control and Suppornodel In this model, high demands, coupled with a lack of worker control
(autonomy, a voice in what is happening), and inadequate or poor Suapisd workers to
experence work strain and subsequent work strAsshown in this thesis, CSS workers are
expected to cope with the high demands (worklgatkept less control (gaofessionalism
and audit regimesand cope with minimal supports.

The report by the Allen @hsulting Groug2008p 27) stateghat @mmunity service
organisationghave@bsorbedadditional costs to date by requiring staff to manage laage
loads and work longer with no additional @@yhis has been exacerbated with the introduction

of busness management system approacBestop of their heavy case load, workers are
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required to complete extra reporting and data efitngse tasks are primarily to satisfy
accounting and audit requirements and are seen by the workers as extra téaks tham
away from their main work rather than assisMiainy workers saw very little value in this extra
paperwork. To them it merely satisfied audit requirememltde diverting them from their

work with clients.

It is also apparent from the study thiae new business management systems have also
lessened the autonomy and decision making role of worRergsions about clients are
increasingly based on efficiency and quantity, rather than clinical judgement and quality of
work. This has resulted iniinishing opportunities for workers to exercise their professional
judgements because of the strong pressure for getting through the volume afiwrolplex of
clients).This lack of decision making (control) coupled with increased management control and
additional reporting requirements is challenging to worsense of themselves as
professionals. As noted uetzelfeldt& Briskman(2003p 2), there is amostly negative
impact of markets and managerialism on human service profesiaumaiaomy, scopfor
advocacy, and working conditiai3 he focus on outputs also raises ethical dilemmas for
workers regarding the quality of their work with the cliedts the workerénarratives clearly
illustrate it is the pressure and strain of being drawn awamfthe dient work to complete the
time-consuming accounting (auditing) parttbéwork which causes considerable tension and
strain for them.

An increase in the numbers of unqualified and minimally qualified workers is also a
pertinentissue for workersThe presence of poorly trained and underqualified workers increases
staff workloads, since time is taken assisting these workkn®over, workers view this
deprofessionalisation of their worlgges as insulting to their hanbn skills and expertise. As
increased numbers of untrained workers are recruited, professionals are less able to argue for
their professional needs such as adequate supervision. A strong theme emerging from the
worker®narratives concerns the level of frustration and disappointfekatt the demonstrable
inadequacy of the supervisory support recei@aervision was often inappropriate or
inadequateand sometimes neexistent.This is yet another manifestation of the lack of support
for workers who are carrying out demanding kv@rhis suggest®oth a lack of understanding
by management of the work itself, as well as managdmeaeming inability to appreciate
worker®needsSupervision is an expectation in social work training and subsequent practice. It
is understood by worke to be an essential component of the work; its primary purpose is to
support and guide workersget, it was found that even when supervision was supplied it had
often been c@pted to the business modéhe issues covered in the supsion sessions for
many workersvere primarily on how best to work ma@groductivelypor on how to manage in

individual selfnurturing processes.
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Another key concern expressed by some of the workers relates to the fact that the supports
which are meant to assist in the opational health and safety of the workers were singularly
lacking. This research found poor OH&S systems and structures operating in workplaees.
was a considerable lack of OH&S awareness among participenty. workplaces had no
formal OH&S commitées and many of the workers were unaware of their rigimserning
OHA&S issuesEven when OH&S policies and working groups were in place, workers found
them to be of little value in assisting them in raising, let alone addressingstress issuem
fact in many cases using the OH&S systems to attempt to address such issues resulted in
harmful outcomes for the worker and/or the OH&S workplace representative.

Furthermore, a key issue for a number of the participants was the naturevofkteover
systemEven when workers were damaged enough to accessthecoversystem they found
these systems to be unsupportivefact, more often than not these systems exacerbated their
psychological and physical health issuBse focus of employers, vilé insurance providers,
was to simply dispense with the damaged workers by encouraging them to move on.
Psychological injuries were often considered to be the result of individual failings rather than
due to the working environmerguchpathologisingof the individual worker was common;
workers found these responses insulting, disrespectful and damaging to their confidence, self
esteem and sense of wholeness as productive human t&icgsgpathologising of individuals
completely ignores the systemic ardistural nature of problems in the CSS which result in
worker stress.

The third model of some import to the issues examined in this thesishsrtfmitmodel.
Theburnoutmodel was developed from research into human service professionalsirhbat
modelfocuses on burnout in the individual worker and sees this as mainly due to the nature of
the work itself: workers dealing with clients who come with many problems and much trauma
and painWorkers, according to this mogdélecome emotionally exhaudtedepersonalise
clients and experience a sense of lack of personal accomplishinieimportant to keep in
mind that the physical state of the workehiswever, a direct consequence of the nature of the
work itself. As noted by Sennet2006p 95), Burnout more accurately applies to the character
of work than to the physical state of the wor&er

Demerouti, Nachreiner, Bakké& Schaufels (2001)research on thédob Demand
Resourcesnodelof burnoutis most relevant to the CSBhe emphasis in thisodel is on
working conditionsThe focus ismoreover, on job demands and the particular resources that
are available to woess in any given job situation atee key to understandirgurnout Job
demands include such things as physical workload, thegspres, recipient contact, shift work
and the physical environmedbb resources refer to feedback, rewards, job control,
participation, job security and supervisory suppbine basic tenet of this model is that

unrealistic job demands lead to exhawstand lack of adequate job resources leads to
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disengagement, the end result of which is buridarkergstories presented in this thesis are
intimately concerned with such matters and support the argument that a multiplicity of factors
concerning workig conditions must be taken into account when examining workplace stress.
Blaming individuals and explaining workplace stress in terms of individual worker frailty is
misplacedAs Dollard and Winefield2002p 11) contend @overall, empirical research has
generally shown that job factors are more strongly related to job strain and burnout than are
biographical or personal fact@rgurthermore, Trac{2008,p 31) statesét perhaps should be

of little surprise that most organizational research and tigstit treat burnout and stress as
individual pathologies rather than organizational, structural dile@mbaere appears to be a
myopic approach to work stress reduction strategies around the causes of burnout.

To view worker stress in such individuatedms is profoundly misleadinghe narratives
presented in this thesis and supported by a substantial body of empirical research suggest
precisely the oppositdhat is, it is both the organisation of work itselfid the wider systems
and structures whitshape working arrangements, which are the major safibarnout of
workers.The high demands, the poor resources and the lack of will to address and reduce the
main stressors cause the burndtrkers acknowledge the personal toll from the type okwor
they do, but they did not believe this was the cause of the majority of their work Blregs.
had methods for dealing with the emotionairk-relatedissuesMost howeveridentified the
lack of support, the heavy workloads, the eénereasing audit @perwork and lack of

professional autonomy in their workplaces as the major factors placing them under strain.
2. Two Paradigms Shaping the Community Services Sector

While the three theories of work stress discussed above help to explain work stres®#t its
immediate sense, it,isevertheless, important to keep in mind underlying causes and factors
emanating from wider social forces which impact on the CSS and its workforce.

In 2004 Arthur saw syems and structures as the leggplored field of workestress. He

(2004p 167)posed a number of interestiggestionghat are still clearly relevant.

This review concludes thatwork-related stress is complex, requires an
interdisciplinary and integrative approach, and a major social/political paradigm shift
to empower people to evaluate its physical and mental health Eostswill this be
achieved? Probably not by those who continue to apply traditional compartmentalised
responses to wostelated stressThe surveyed evidence suggests there are now
broaderquestions that need to be considered by those involved in treatment and
researchAt what point should the right of organisations to require stress professionals
to fit individuals into inherently demanding and harmful work practices be
challenged?How will individuals become empowered to understand and make
informed choices about the costs and consequences of denying their psychosocial,
health and spiritual needs for material improvements and increasing work préssure?
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it possible for those who benefihancially from providing stress support services to
challenge their employé& convenient individualistic solutionsShould clinicians
present the sociandeconomic causes of stress to patients and organisations as an
alternative to individual psychoffelogical labelling?

These questionsan only be addressed by examining the underlying paradigms upon which
the CSS is based and how these paradigms themselves lay the foundations for the work stress
that workers experience. From the research it is pessibdentify two paradigmeperating in
tandem in the CSS, both of which lead to significant work stress outcomes for the workers: the
charity model and neliberalism.The original charity voluntary model, with its altruistic and
loyalty expectations afvorkers, is currently very much alive in the CSS. The outcome for
workers of this model has been profoundly negative and leads to work environments that
generate high levels of stre&ince the 1980sowever, the netiberal policies of successive
fedenl andstate governments have overlain a second model onto theTG88edliberal
focus on cost minimisation, competition rather than cooperation, and outputs rather than
outcomes has placed new pressures on the CSS workfhiese two paradigms coexist
create an environment that is ripe for neglect, exploitation and damage to workers. The end
result is widespread work stress, psychological injury and increasing numbers of compensation
claims. Available statistics clearly attest to this realithenwe further consider the secondary
signs such as the current low retention and high turnover rates, we are left with a worrying and
disturbing picture of this sector.

Figure 1 (below) highlights the issues that impact on workers in the CSS which play a
leadng role in the development of work streBsch paradigm has inherent issues that impact
on worker$ability to avoid excessive stressowever, there are also several aspects that are
common to both paradigms, even though the rationale may be differessich, and whose
objective is to ensure costs are minimised.

When practices drawn from within a niieeral paradigm areverlainonto the worst
characteristics of the charity volunteer moawrkers are subjected to impossible demands.
Altruism and lowlty, vocational overtones and the lower wages of the predominately female
workforce are thereby exploited to contain costsgredent a picture of markbased

productivity and efficiency.
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Overlay of Nealiberalism on the original Charity / Volunteer model

in the Community Services Sector

Both

ARely onloyalty of
workers

ADeprofessionalisation

ALow base funding
model

APoor payandconditions

ALack of resources for
workers

AHigh work loads

Charity Volunteer Necfliberalism

AFocus on outputs
AAdministrative loadaudit)
Alncreased workloads
Aless decision making
opportunities foworkers
Alncreased casualisation of
the workforce
Alncreased contract work

AWomerts workis seen
asless valuable
AVocatioral overtones
AStrong expectation of
altruismand loyalty
ACheap & free
(voluntary)labour

Figurel: The two paradigms at work in the CSS

2.1 The Charity Voluntary Model: Impact Upon the Workers

With the above in mind, it islear that the workers felt that there is a strong sense of charity and

overtones of vocation in the CSS which bring higher expectations of giving from workers

performing their workMuch of the work in the CSS has historically been done by volunteers,

the majority of whom have always been, and still, aremen.Subsequently workeds

understanding of their work is further complicated by the problem of it being seen (and

experienced) as nateal world These vocational overtones tie in with the expectatdns

workers demonstrating altruistic behaviours and loyalty towards their employer and élients.

recent report by theictorian Council of Social Servic@/ictorian Council of Social Service

2012p 8)*' states:

At both a leadership and frontline level, péodo not work in the social services
sector for the financial rewar@hese are some of the most altruistic members of our
society, people who commit themselves to their profession to support others in need.
For people working in the social servicgsctor, the reward is all about seeing their

clients repair and restore their lives.

31 This quote comes from VCOSS commissioned JWS Research March 2012 to capture the views and

understanding among the leadership and staff of their membership organisations.
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Many workers in this study felt unable to adequately complain about issues that were
causing them stres§he message conveyed to them, sometimes overtly, sometimestlyplic
was that the work itself should be its own rewdtsl.one worker was toldouare doingGods
work (W23, female 15yearsCSS).This invocation of religious calling has led to workers being
treated neglectfully and being exploited by their emplogars manager©ne example, among
many mentioned in the workénsarratives, concerns workésccupational health and safety,
which has been low on the radar for attention by many organisations. Workers have shared
instances of serious breaches with respetheir safety; for example, not being informed about
the violent histories of clients and only becoming aware of this when confronted by such
behaviour.

Workers in the CSS receive low wages, experience poor working conditions and have to
uphold heawvyand difficult workloadsThis further reinforces the low value placed on the work
and the subsequent lack of respect and status experienced by the workers-talieel saring
professionsNot only do workers receive less tangible rewards such as denerthey have to
cope with feeling devalued in the underfunded &&.ognising workers and the job they do is
largely ignored by significant players such as governments, the sector, and its organisations and
managers.

CSS workers also work with higlumbers of volunteer3his dualworkforce in which one
group gives their labour for free, presents challenges for those who are paid workakes it
harder for them to stand up for their industrial rights while working alongside volurdadrs
feeds into the altruistic and vocational expectations of all staff in the TI8Sin turn
exacerbates the stress of workers by implying they have little about which to complain, when so
many volunteer for free. As noted in a wodsenarrative, one CEO woufthut down criticism
of late pay and questions about this by reminding workers that volunteers were giving their
labour for free.

Gender assumptions underpin much of the devaluation experienced by CSS workers. This is
avomerts workband hence it is seen be of less value and importance compared to the work of
other industry sectors, where there is a more balanced gendéiesisinget al.(2003)studied
the treatment of gender in occupational health research and identified three problems: the
hazards irwomerés work have been underestimatemmen are less studied by occupational
health scientistsand undereporting and undezompensatioare often more problematic for
women.Furthermore, Hadk researci{1989 p726), some24 years agpnoteddvomenhave
been neglected as subjects in the mainstream of occupational health fegegpcaviously
noted the CSS is predominately a female seét®stated in the literature review, the majority
of studies of worker stress in this field have examined avbhase there are much higher
numbers of male workers (public sector organisations, hospitig)e are, as | have argued,

powerful disincentives that prevent many women from pursuing worker compensation claims.
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Moreover, even if successful, wondesmutcanes from workers compensation usually result in

much lower recompense due to their already low wages.
2.2 Neaoliberalism and the CSS

The second paradigm underpinning the CSS in liberal democracies in recent years has been
termed nediberalism.Globally ard within Australia political parties of seemingly different
persuasions have sought to reshape government, society and citizens according to free market
principles and markdiased criterialhe emergence of this free market ideology and its
application toa variety of social organisations and social arenas has placed those organisations
operating in the CSS under great durdssWright(1998p 117) comments@ompetition
emerges as the newly exalted public ethicgovernments privatize themselves asthihthe
market as the organizing principle for social organisétiBarawoy(2007p 242)uses the term
&hird-wave marketizatiodto describe the introduction of ndiberalism into the community
sector.This has had a serious negative impact upon tirkews.Firstly, organisations in the
sector have to compete rather tharoperate with each other, and secondbencies are forced
to live up to this hypecompetitive model which has a negative impact on services and staff.
Workloads which were alresidheavy have increased under this ripiasimarketparadigm

The focus of nediberalism is on free market systems as the perceived best option, and in the
CSS, its watered down cousiqyastmarkets, have become a-dover of the CSSHowever, in
the promotional arena, it is tidearing missioband not the hidde@quasimarket$that is
projected as the social face of the sedtads. clear however that it is the competitive and
lowest price structure that clearly influences termdgcomesAs stated by théustralian
Council of Social Servic€011p 12), A fundamental challenge for community sector
organisations is the capacity to meet the demand for services, while at the same time managing
funding and resourcing constraiats

Marketisation has brought with it a greater emphasis on business management systems
which in turn has led to increases in administrative load, including new software reporting
regimes as clearly reported in the workelgta.Marketisation andontractualisation also create
in their wake a need for external evaluation and assessment of organiddtismsust,
according to nediberal rationality, be based on calculable market logience, nediberalism
simultaneously promotes market methads creates the need for an audit cultAsein many
other industries, the CSSpart of an emerging dominant audit cult(fgler & Wright 2004;
Wright, RD 2000)Indeed, as Wright1998p 115) contends¢he widespread use of audit
connotes a distinghift in the functions of government and an increasing reliance on the
knowledge forms of accounting and manageriaidnithin the CSS these increased activities

aimed at providing quantitative evidence of completion of contractual obligations, asishown
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this research, take workers away from their main aim af therk in assisting clientd hey
also often leave workers feeling-dkilled and frustrated.
As a global phenomenon néiberalism restructures work according to merciless market
logic. Unsuiprisingly, it has led to increased casualisation and the expansion of contractual work
within the sectorWorkers in this study highlighted how much more vulnerable they are to job
insecurity increased anxiety and incormeluced stres#s stated in the Astralian Council of
Trade Union8(ACTU) working pape2011ap 2), 6The rise of insecure work presents
significant challenges to Australian workers and their ur@dds top of the stress from the
work itself, workers must now also endure the stresssefduré and oftershortterm
employment. As noted ithe ACTU(2011bp 12) working paper:

In a number of sectors such as education and health care, the structure and delivery of
government funding, as well the lack of adequate funding,ldthdo the rise in
insecure work, both in terms of the increased number of workers in casual and other
nonstandard forms of work and deterioration of working conditions and increased
insecurity for those engaged in mdpermanerdjobs.
There has been a growththe development of mega agencassthese are better able to

compete in the CSS market and hence are more often successful in winning(tdodéss

2011) This has led to the demise of smaller agenewsch has affected workeyBvelihoods

and inceased work stress outcomes such as increased employment insééonkirs are

struggling to earn sufficient wages to sustain daily living needs through casual work in the CSS,

especially irsubsectos such as the disability field and occupations sugieesonal care.

According to the Australian Bureau of Statistji2812) in November 2011 5gercentof

community and personal service workers were working part time. Even more, tatimgver,

40.7percentof these community and personal service worln®e in positions where they did

not receive leave entitlements. Both of these figures were even higher for women, with

62.8percentin parttime employment and 41 Fercenthaving no leave entitlements.

An interesting link has been drawn by Mayh@005,cited inKelly, 2006) between

precarious employment and casualisation and the increased wskkpiiacebullying. Many of

the workers in this research commented on an increase in bullying by managesmeied

this sector now has a significant progam of casual and contractual positiofibis situation

allows people in more powerful positions, generally management, to treat workers in a manner

that they would not otherwise accepasual and contractual workers are more vulnerable to

top-down bullying, as shown in the workebgarratives.

32 ACTU (2011a p3 )Working definition of insecure work is poor work that provideskees with little
economic security and little control over their working lives. Indicators of insecure work include:
unpredictable, fluctuating pay, inferior rigrgadentitlements, including limited or no access to paid leave,
irregularandunpredictablevorking hours, or working hours that, although regular, are too long or too few
and/or nomrsocial or fragmented; lack of security and/or uncertainty over the length of the job; and lack of
voice at work on wages, conditions and work organisation (page 3).
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In the CSSand in the human services in general, the phenomenon of diminished
professional roles is well documented. Workers are now more intensively governed by audits
and less able to make professional judgements and decisions in regard to their work with clients.
Workers now have less professional autonomy in decision makimghose who see
themselves as trained professionals this adds insult to ifijneycurrent rationale of pushing
through greater numbers of clients poses professional ethical dilemmaskersvaround
quality of service outcomes for their clients. This is a most invidious position in which to be
placed, as many comments made by workers in this thesis attest.

Indeed, it would appear that the current model is unsustainable at a numbeitsof lev
Younger workers are not staying in the sector as long as previous generations of,\&odkers
many are leaving the field altogether to take up less stressful work with better pay, terms and
working conditions. Munr@ researcl(2004)into audit and saal workers in the public sector
identified six main factors connected to workieaving jobsThese factors consisted of being
overwhelmed by bureaucracy, paperwork and targets, insufficient resources and unmanageable
workloads, a lack of autonomy, faey undervalued, and unfair pay and ways of working that
are imposed and irrelevarthese same factors emerge from the testimony of workers and as the
major themes of this thesi8ontrary to what many regard as the precursors to work stress,
namely the ature of the work itself, it is clear that these structural and systemic issues cause
most distress for workers in the CSS.

Low pay and volunteerism plague the CE8&r. nealiberals this is simply the consequence
of market choices and automatically funaiitg price signaldMeagher & Nelsorf2004p 113)
point out a rather shalloargument emanating from a Relassical theoretical base which

argues that care workers should be paid less:

The arguments for keeping the pay of carers low hinge on the duafisticiation of
market exchanges with selfish individualism and extrinsic motivation and of non
market interactions with altruism and intrinsic motivatidMithin this framework,
money and love are opposites, such that money threatens to corrode tfestonaf
and obligation.

The conventional neliberal argument simply reinforces existing gender divisions and
gender expectations for womaitomen are expected to be ssdfcrificing and this flows onto
the caring work inside families agll as in the wdtforce in secalledé&aring job& Mutually
reinforcing gender divisions at home and work therefore suppott other in a way which
locks women into poorly paigarttime and frequently exploitative positions within the labour
force.

When economic needive the organisation, one way managers will seek to stretch the
inadequate funds is by employing legsalified workersThis increased pressure batter

qualified staff to support other legsialified staff adds significantly to workloadss well,
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there are increased demarcation issues that results in increased téfs®has arisen at a
time of increased client need and client numfdereby placing further strain on the shrinking
workforce.

While necliberal costcutting measures and approachesy offer savings to organisations,
they offer very little to the workers in the CSS who are unable to bargain in the same way that
workers with greater industrial muscle can andTd® nature of the work itself means that it is
not possible to increag®oductivity and maintain quality merely by increasing output.

2.3 Effects Upon the Workers of the Two Systems Operating in Tandem in the CSS

In essence there are collusions, contradictions and collisions coming from the articulation of
these two models @pating togethe\Vithin the CSS these affect workers in seriously negative
ways.The assumptions of ndieral and charity approaches exist in different but strangely
parallel universes within the CSBoth rely on similar expectations and behavioursifthe
workers.There are the more emotive expectations of altruistic and loyal behaviours (to be freely
given) by workers towards clients and their work agencies within the charity and voluntary
model. Yet concurrently organisations are required to opacatrding to colder logics and
unemotional economically defineplasimarkets Here,Sennetls (1998ap 25) comments on
the new capitalism are very relevant. He staf@stachment and superficial cooperativeness are
better armor for dealing with currergalities than behaviour based on values of loyalty and
servicedAs shown in this research the expectations of CSS woskebssed upon values of a
working world that no longer exist outside this sector.

Community service sector agencies consciouslynpte the morécaring and sharing
charity voluntary modéito the general community and in recruitment drives to address growing
retention problems. However, workers are required to operatguasamarket model in which
business management practiceg;ralcaring rhetoric overshadowed by the growing-hieeral
world of work.This glaring contradiction is faced by workers in the CSS dajay out.

There are conscious and unconscious collusions between governments and the employers
with respect to ceain key assumptions underpinning work in the CR&cifically; all of the
major players in the CSS continue to turn a blind eye to the damaging consequerwces of
liberal policies and practices within the CS3e application of economic driven free metrk
approaches forces workers to accept the dictates of-logpgpetitiveness on the one hand,
while being actively exploited by the rhetoric of altruism on the other.

There is minimal research about the consequences for the workers of the outcomes of the
low funding based models and the cost of maintaining this model. The low funding models take

advantage of the cheap and free labour, the casual and contractual workers in competitive
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tendering processeandthe strategy of replacing skilled workers witkdeskilled andcheaped
workers as part of the retention and recruitment (ddlen Consulting Group 2008)

In short then, current approaches to work stress focus on the individual worker, and ignore
the structural and systemic issues causing high work stress which are damaging the lives and
livelihoods of workers in the sectdrhis is very clear in the workdyearratves about their
experiences of work stress and the agebeipgroacksin dealing with them. The mueiouted
employee assistance prografB#\Ps), for example, are based on an individual deficit model,
where the aim is to strengthen the resilience inrttiwidual worker herselfThese programs
completely ignore the major factors that are the actual causes of the work stress in the first
instance. This system is promoteddasst practicg yet by its very nature EAPs cannot even
begin to address the unténg causes of the workedistress.

A similar focus of tinkering at the edges is also seen in the current recruitment strategies
within the CSSRather than address the issues that are causing retention problems in the sector,
agencies have adoptedhead in the sandbpproach of responding to the high turnover of staff
by simply employing lesgualified workersAs stated in the South Australian Council of Social
Service paper on the South Australian G3EL0p 23), dThe initial goal for improving staf
attraction and retention in the sector should be to reduce staff turndqaetdastthe level of
other industried

Despite research demonstrating the greater efficacy of primary stress prevention strategies,
the responses of organisations tolifgh levels of stress claims in the CSS continue to be
reactive Workers spoke of their organisations often ignoring the increased stress experienced
by workers until the situation resulted in extended leave and/or a work stressOi8.
committees wher they existed, remained focused on physical injury and seemed to the workers
to beoblivious to the need to also address psychological injury.

Governments, the sector, agencies and the general community all benefit from the volunteer
altruism modelvithin which workers operate, although this comes at a serious cost to the
workers. How can workers understand, let alone recqnic#econtrasting modeldd attempt
to do so is physically, emotionally and psychological challenging, draining and ulimate
damaging.

As stated by Lewiget al.(2007p 430

As a result of economic rationalist policies, growth in the volunteer sector has become
a significant economic and social force that is increasingly and inextricably linked to
both public and private stors....Recent figures reveal that volunteer welfare services
are worth double the value of services provided by all levels of government in
Australia.

It is obvious that these dual operating models hand out guilt to the workers, while at the

same time etracting a free market pound of flesh.essence it is a business model of caring, as
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well as a free and cheap labour model of carggencies use the charity and voluntary model
with its altruism and loyalty to staff the business of carkgynoted byDavidson(2011p 221),
many of thedargerNPOs hon-profit organisationshave become more corporate in their
structure, personnel and operatidnkey end up in essencerarket entity.

Ultimately, the main ingredient in keeping the CSS functionirigdsvorkers. They are in a
purely market sense the raw material as well as the (human) machines that do the work; itis a
labourintensive sectoiOne of the dees¢ flaws and most serious shtawmings of the current
system is the failure of state afedleral governments to adequately fund the seTtu.
unsustainable lowased funding model therefore places strong downward pressure on the
system to cut costs and intensify work.

Neoliberal policy prescriptionsvhen combined with the charity care mbdbus cause
significant work stress and damage to wor&beslth.The sector and the agencies within it are
clearly in crisis and the workers become the collateral dan@agesocial worker sums it up as
follows: Theculture we work inwedre used untilvedre burnt out, then discarded and new ones
are brought in (W16female 24 years CSSY.his does indeed seem to be the ca@ke.
manifold pressures on workers are a consequence of a systemic structural crisis within the sector
andmarketdrivenpolicies Dollard, Winefield & Winefield(1999)found the chronic work
stressors for welfare workers were: high workload, inadequate training, conflict with workers or
management, rising grievances, job dissatisfaction through lack of rewards, the violentfnature o
the work environment, high demands and responsibilities, redeployment failure, lack of support,
chronic turnover in managetand job uncertaintylT his thesis has consistently presented
evidence and examples of chronic work stressors that concur wgittesigiarch which was
completedl3 years agolndeed, they are prominent in the majority of the woikeogces in
this research. It is of concern that not much has changed and that secondary and tertiary
approaches to work stress prevention still appedomginate even though there is strong
evidence that primary intervention works bésiave argued that the problems are primarily
structural and systemic, rather than individual isstiBi is not to suggest that other individual
problems confronting wéers are inconsequentigjuitethe oppositethe pressures which
manifest themselves in individuals in a variety of ways are a direct consequence of the social
relations surrounding work and current public policy prioritieis clear that there has bee
minimal change for several decades with respect to improvements in the reduction of work
stress in this sector.

In addition, the findings illustrate that the workers in the CSS are in a unique but also
untenable position compared to fellow workers ireoindustriesCapital and labour alike in
most industries try to extract a reasonable return for their efféotgever in the CSS, there is
no profit upon which workers can bargain for better pay and conditiofet it is the very

opposite there isno profit to be made but in order to provide the government services the main
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ingredient, the workeédabour, has always be®oughton the cheap arhar for free.In this

scenario labour also needs to be stretched to its limits in order to prosierséce to the clients

at a rate governments and the public expect tolpakis model the workers are exploited in

order to maximise the services and government policy directions. Two other female dominated
workforces that come to mind are teaching ansing however both have a strong union
membership base and have had many positive industrial outcomes for their membership.

A central line of argument throughout the thesis has been that it is the systems and structures
themselves which add to the ssdmvels experienced by the workeFhe high demands, poor
resources and the lack of will to address and reduce the main stressors cause burnout in the first
place.The current recruitment focus does not seriously address why workers are leaving in high
numbers and may subsequently burnout the new workers more qdibklYCouncil of Social
Service$network submission to the Equal Remuneration Case before Fair Work Australia
(2011p 3) states

The greatest challenges facing the community sector includequat pay,
underfunding and declining capacity to attract and retain the workers our services rely
on to meet the needs of people and their communities in Australia.

The curret operating models rely on lelbased funding which suits both paradigms: under
the charity volunteer model it is accepted that any shortfall to funding will be supplemented by
volunteers and by staff acting above and beyond their duties throughraland commitment;
under markebased imperatives the quantity of outputs for thellestedollar is theaison
détre.As the Community Council for Australia Access Economics Report April 28d€ess
Economics Pty Ltd 201pi) states:

Reforming government funding arrangements for the community sector will always be
a difficult and sensitive issue;.. many stakeholders voidetheir concerns about
changes to current funding arrangements
At the highest level, there is the question mark over the political will necessary to fund and
provide reasonable pay and improve working condititeisalone diligently tackléne causes of
work stress in this sectohs previously noted thiederal governmertias in the past expressed
concern about finding the necessary funds for the Austradia (Equal Pay for Equal Wotk
case for the social ammbmmunity servicesorkforce Although in November 2011 the Prime
Minister of AustraliaJuliaGillard, did indeed change her directions and stated thé¢deeal
governmenbf Australia was backing the current case put forward by the ASetjtal pay for
CSS worker$® The current Victorian government has not yet signed an agreement to provide a

share of the necessartgmmonwealth and statending to implement these substantial wage

3 Address to social and community sector workers, SydPeme Minster of Australia 10 November, 2011

http://www.pm.gov.au/pressffice/addressocial-andcommunitysectorworkerss yd é 12/ 11/ 2011
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increasesdthough it was recorded in the Human Services newsl@fdr2)that the Victorian
government has made a financial commitment of $200 million over four years however,
also noted inhe samaewsletter that over 25,000 people work in the community services
industry in Victoria andas suchthis will gonowhere near increasing workévgages by the 19
to 41percentdecision brought down by Fair Work Australlurthermorethe Fair Work
Australia decision for pay increases is to be implemented over the unusually long period of
eight years.

2.4 GlobalisedNecliberalism: The Long Shadow Over the CSS

There does not currently appear to be the communal will to seriously address the structural
causes of work stress in the CS8e global effects of approximately three decades of neo
liberal free market policyni which casualparttime and contractual work has proliferated still

has a strong foothold today. It is an era of eemployed, undeemployed and unemployekh

this situation substantial power lies with employers. The wobkepsesentativels the unonsi

are struggling with declining membershimployer@interest in seriously addressing the
structures and systems causing work stress, especially with the currently compliant workforce,
is doubtful.As stated by McDonald & Chenoweth009p 146),

Economic globalization and the associated rise and eventual dominance of
neoclassical economics and Adxeral politics played a key role in destabilizing and
eventually completely fragmenting the lestanding Australian compromise between
capital and lhour.

As the worker8narratives show, they feel vulnerable and powerkessecially thosavho are

employed casually or on a contract basis. As Se(2@d3p 191) perceptively comments

the flexible work world tends to breed passivity in its bottom kectseln an unstable
institution, where people have no viable claims on the organization, they tend to keep
their heads down in order to survive.

As the worker8narratives attest, this is certainly very much the case in the CSS.

As argued throughout thikesisnecliberalism and free market demand for flexible
workforces is having a serious impact on work stress outcomes for wdRksesarch which
discusses work stress must include the social economic context within which individuals and
organisations»ast. As Dollard and Winefielchoted(2002p 11), it is necessary to analyshe
potential conflict between broader notions of health and safety in the workplace and the
economic goals of business and industry in the investigation of workdsiMsseed
therefore, to continue the debate on a global scale about the very nature &swvarthur
(2004p 164)comments:
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It is important to point out the psychological consequences of the following major
changes in the workplace: shtetm contracts, virtuabrganisations, the honvedrk-

life balance and families, loss of job security, downsizing, delayering, outsourcing,
etc. The world of work hasltanged and society has to asknChuman beings cope
with permanent job insecurity, without the safety of orgaton structures, which in

the past provided training development and career.

Furthermore, Arthu(2004)noted the research that explored wor&erdividual
responsibilities for the effect efork-relatedstress, given the workeéracceptance of long hoa
and the subsequent negative effect of this on them and their families. However, these workers
saw increasing hours as the only way to maintain their financial quality aiBiéh studies
seem to suggest that in order to maintain certain economitastEnpsychological sacrifices
are (willingly?) madé(Arthur 2004p 165).

As this research on work stress shows, if long hours are necessary to secure sufficient
monetary rewards because the pay is low and the work uncertain, this can hardly be considered
a dwilling sacrificed Furthermore, workers reported that their organisations and their managers
expected staff to contribute to the organisation outside of working hours, completing such tasks
as staffing fundraising stalls in a voluntary capacity.

With regard to the CSS, the low funding and a sector based on a charity and voluntary
model, with a free market overlay, further challenges work stress reduction, especially at the
primary level.The retention and recruitment problems pfaywever have someraction to
garner interest and commitment to seriously address this runaway train called work stress. An
additional issue specific to health care and social assistance, inthaleBS fits, is that the
industry also has a relatively older profile inwesrkforce: 47percentof workers are aged 45
years or oldercompared with 3percentfor all industriegDepartment of Education
Employmentand Workplace Relation8012). As commented earlieyounger workers are not
staying and the current workforcedging. It is a serious and challenging problem that will not
go away.

3. Reflections

This thesis has attempted to fill a gap in the extant literature and is unique in its focus on the
CSS workforce as a wholkly inclusive approackvelcomed any professiah semi

professional, administrative afod unqualified worker from within this sector to participate in
this study Rather than simply reproduce yet another abstract quantitative anladgaight to

give expression and voice to the concerns of thost diectly affected by changes within the
sectori the workers themselveSimultaneously the thesis also examines the wider underlying
forces and constituent features behind these chabg#ard, Winefield & Winefield(1999

p 281)comment
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Whereasoccupational stress research has relied on quantitative approaches, an in
depth analysis of individual responses can generate useful inductive information and
provide a richer understanding of the factors important in predicting and managing
occupational tsaind
The contributions, insights, commentaries and observations provided by workers form the
substantive basis of this thesis aiis hoped, have contributed to sucériaher
understanding
Neoliberalism has, | have argued, ledfdo-reachingchanges that have increased work
insecurity and workloads, while concomitantly decreasing autonomy and undermining union
and worker power. In the area of wopfllexible, shortterm parttime, casualised and unstable
work is replacing stabjdull time, secure employment his point is emphasised by a number of
eminent international writefdall, S & Du Gay 1996; Saul 2005; Sennett 1997, 1998a, 1998Db,
2003, 2006)and also by Australian writers on witife balancgPocock 2003; Pocock,
Skinner & Pisanidb 2010) Richard Sennettn particular, is vitally concerned about a society
dominated by the ethos afo long terndi aworld dedicated to the disposability of people and
their livelihoods He might well have been talking about work in the CSAustralia when he
commentgSennett 1998a pp6i 7):

How can longterm purposes be pursued in a short term society? How can durable
social relations be sustainedf®@w can a human being develop a narrative of identity
and a life history in a society composadepisodes and fragments? The conditions of
the new economy feed instead on experiences which drift in time, from place to place,
from job to job.

Shortterm capitalismin his view threatens to erode moral characparticularly those
qualities of daracter which bind human beings to one another and furnishes each with a sense
of sustainable sé{Sennett 1998p 27). The lasting and damaging consequences of these
transformations therefore demand our attention.

Within Australia the CSS is the onlgmaining industry where there is a Florence
Nightingale rhetoric enclosed in a hasited marketdrivenworking paradigm. The nurses
threw off their Florence Nightingale cloak through harmh industrial battles over many years.

It will be a difficult chalenge to throw off the yoke around the C$8e CSS sits within the
anot-for-profitdsector and it is difficult to disturb this sacred ground and improve conditions for
the workforce After all, charity and volunteerism are all about a willing sacrifiéelunteers

may choose this, but parbrkers are caught in its sfipeam.

With already high and continually rising work stress claims in the CSS, recognition of the
untenable overlay of the ndiberal model on a charitable altruistic model is long overdu
Discussion is needed on the implications of the two models and their sustainability in terms of

damageo workers and subsequent retention and recruitment problandgalogue about these
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two operating models is urgently required in order to adequadielsess the work stregects
upon CSS workerdhis is the elephant in the room and the initial challenge is to acknowledge
it to then begin the work to addressing it.

The two clashing paradigms working in the CSS are not sustainable as a workindgamodel
the health and welfare of the worke@onsciousnesrisingéhrough which subordinate groups
develop insights into and contest their subordin&t{Barawoy 2007 [250)is required. As was
the case with the womé&movement, where women gatheredrioups to discuss what was,
consciously and unconsciously, causing their oppression, so the workers in the CSS need to
come together to discuss their positidhe workers in the CSS also require their working lives
to be socially and communally validatédhey are to sustain health and reduce work stress.
They need to begin discussing their working situation and uncovering the conscious and
unconscious barriers to good work health; how they consciously and unconsciously become
entangled in the opposingerating models that exist in this sector,andst importantlyhow
to address the consequences of current working arrangemerdasoy(2007p 249), much

like Sennettcontends

€ we live in an age of market idolatry and possessive individualism, \wiggrer
circles have diminishing tolerance for notions of social justice, social welfare and
social equalityi when the very notion of the social is held in disrepute.

It is this essentially neliberal view of the world that must be challenged.

Despite the apparent global hegemony ofliteeralism there is still a pressing need to
continue to engage in the debate about the very nature of wor2886p 146)quotes Kofi
Annan distory teaches that such an imbalance between the econonmat asaicpolitical
realms can never be sustained for very oBgulg o0 e s 0 nWhatds arsirabalance®@
Unacceptable levels of unemployment, job insecurity and exploitative work condifibies
challenge lies in governments, researchers, civil soorgignisations, enterprises and the wider
sector taking an interest in further exploring this area and seriously investigating the
continuation of social welfare on the cheap. As Ser{h®88a, pl47 8) statesd have
learned from my famil§s bitterradical pastif change occurs it happens on the ground, between
persons speaking out of inner néatforkers can play a lead role in tackling, from their vantage
point on the ground, th@rganisational negle@bf them as workers. They are the ones who
experience the brunt of this neglect and have the greatest interest in making changelthappen.

their voices that need to be heard, their inner needs which require redress.
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Appendix

Table 1: Participant Demographicsi Interviews

Code Gender | Years of service Interview type Place
Worker 1 Female | over 10yrscurrent job Face to face home- night
Worker 2 Female | 10 yrs current job Face to face work - day
Worker 3 Female [ 6 yrs with one agency (just left) | Phone night- home
Worker 4 Female [ 6yrs current job Phone home- day
Worker 5 Female | 4 yrs current job Face to face home- day
Worker 6 Female [ 5yrs one agency (leaving) Face to face home- weekend
day
Worker 7 Male 15yrs CSS Phone work - day
Worker 8 Female | 30yrs CSS Face to face work - day
Worker 9 Female | 4yrs¢2 agenciesin CSS Phone work - day
Worker 10 | Female | 15yrsin CSS Face to face work - day
Worker 11 | Male 13yrs CSS Phone home- day
Worker 12 | Female | 19 yrs CSS Face to face cafe/shop- day
Worker 13 | Female | 25yrs CSS Face to face home- night
Worker 14 | Female | 22yrs same agency Phone work - day
Worker 15 | Female | 10 yrs CS8yrsASU Face to face work - day

Table 2: Participant Demographicsi Written Responses

Code Gender | Years of service Date submitted
Worker 16 | Female | 24yrs CSS November 2009
Worker 17 | Female | 2yrsCSS December 2009
Worker 18 | Male 10yrs CSS December2009
Worker 19 | Female | 8 yrs CSS February 2010
Worker 20 | Female | 12 yrs CSS June 2010
Worker 21 | Female | 3.5yrsCSS June 2010
Worker 41 | Male 25yrs CSS 2011
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Table 3: Participant Demographics: Focus Groups

Code Gender Years of service Focus group
Worker 22 Female 1 yrin agency 1: metropolitan
Worker 23 Female 15yrs CSS 1: metropolitan
Worker 24 Male 2 yrs in one agency 1: metropolitan
Worker 25 Female 7 yrsin CSS 1: metropolitan
Worker 26 Female 7 yrs one agency + unsure about elsewhere in CS| 1: metropolitan
Worker 27 Female unknown duration 1: metropolitan
Worker 28 Female 16yrsin CSS 2: metropolitan
Worker 29 Female 10+ years same agency 2: metropolitan
Worker 30 Female 20yrsin CSS 2: metropolitan
Worker 31 Male 20 yrsin CSS 2: metropolitan
Worker 32 Female 1lyrin CSS 2: metropolitan
Worker 33 Male Unknown lengthof service 2: metropolitan
Worker 34 Female 19 yrsin CSS 2: metropolitan
Worker 35 Male 20yrsin CSS 3: regional
Worker 36 Male 5yrsin CSS (estimate) 3: regional
Worker 37 Female 25yrsin CSS 3: regional
Worker 38 Female 1year (estimate) 3: regional
Worker 39 Female 20yrsin CSS 4: regional
Worker 40 Female 12yrs CSS (estimatégaving job 4: regional
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Table 4: Work Stress Injuries of Participants (participant terminology)

Code Health Issue

Worker 2 Breakdown

Worker 3 Depressiorg work related

Worker 4 Counselling & now mental health plan
Worker 5 Counselling & increased medication
Worker 7 Posttraumatic stress

Worker 8 Depression & artilepressants
Worker 9 Major breakdown

Worker 11 Depression & weight loss

Worker 12 Depression

Worker 13 Counselling & significant stress
Worker 14 Taken sick & annual leave for stress
Worker 16 Clinical depression

Worker 21 Depressior& using antidepressants
Worker 24 Breakdown

Worker 30 Burnout

Worker 31 Breakdown

Worker 34 Stresdeave

Worker 36 Stress &vicarioustrauma

Worker 39 Mental health decline, includinggoraphobia
Worker 41 Counselling; psychiatrist
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