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ABSTRACT

This thesis revisits the study of occupations. rbposes a holistic approach for
analysing occupations in relation to three dimemsidocusing on the content, the
lived-experience and the context of the job as kieg elements in framing
occupational work. Primacy is given to the job emtand how this interacts with
lived experience and context. An ethnographicaifgimed methodology was
employed, which included interviews with 9 legalcregaries and 15 medical
secretaries in Scotland. Their occupational contex# interrogated in terms of their
knowledge, skills, qualifications, tasks, task deion, practice and interpersonal
relations. The context of their occupations wasn@rad in relation to their
organisational, sectoral and industry location aegree of formal and informal
collective organisation. To understand their liveegberience, the study investigated
their routes into secretarial work, how their wonformed and was informed by
their personal identity and the outcomes of th&wres. The findings revealed that
the work of these secretaries has changed anddedda include an extensive list of
tasks and skills. A variation between the work adical and legal secretaries was
discovered in relation to the tasks developed, arsmall variation in the kind of
knowledge required to undertake their tasks. In, g@cretaries did not realise or
appreciate the extent of skills they deployed ieirtjobs, and they exhibited
anxieties in relation to forthcoming organisatioohanges that might affect the work
they do. Respondents also demonstrated a degreenfiict and ambiguity in the
development of their work. Although having disovetiand autonomy to develop
their work, secretaries still suffered from corlig information with and from
management. The empirical findings generate vatuatfiormation on the labour
process and identity of medical and legal secmtarcontributing to our
understanding of their work. The thesis concludgsabsessing the merits of a

holistic approach to understanding occupationakwor
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CHAPTER 1: INTRODUCTION

Occupations matter to society, organisations ardividuals. Major theoretical
debates within and across different disciplinescarecerned with occupational work.
Recognising the centrality of occupational work people’s lives, this thesis
examines how occupations are understood, the ngpasicribed to occupations by
occupation holders and individual occupational egpees. The first section of this
introductory chapter states the objectives of ttesis; the second section examines
why occupations matter and the challenge of stugyf'em due to definitional and
classification issues; the third section presemesmethodological approach used in
this study in order to achieve the proposed obhjesti finally, the last section

provides an overview of the thesis chapters.

1.1 Focus and objectives of thesis

The conceptual focus of this thesis is on the stfdyccupations. The rationale for
the focus on occupations is that they are cerdrpebple’s lives. Occupations are the
main mediators between individuals and society (Kea 1971) and their impact is

felt on individual, organisational and societald&sy

Occupations have been a common concern of manjestud different disciplines,

bringing challenges in relation to the definitiamdaclassification of occupation.

The sociology of work and occupations and the eelaareas that also study
occupations and present a great contribution aradtivef knowledge of occupations
will be presented in the next section in more det@hose developments and
explanations of occupations contribute to studiesdifferent disciplines with
different focus and purposes, each of them cortiniguwith further understanding
an occupation or an occupation holder. This studignids to develop those studied

issues further and contribute to the understanadiragcupation as a holistic entity.
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This study attempts to push this lack of theorétilevelopment in the direction of
understanding of occupations, the meaning ascribed person to it, the way a
person experiences and understands their occupasamell as the way in which the

person’s context affects or not the perceptiorheirtoccupation experience.

The empirical focus of this thesis is on the secrat occupation in order to
understand the contemporary work of secretariest@amshswer the questions raised
in this study regarding occupational work. The etaral occupation has a number
of distinctive characteristics. Firstly, it is predinantly gendered. Secondly,
secretarial work combines technical skill with imgamt interpersonal skills. Thirdly,
secretarial work has been subject to significantllehges and pressures.
Organisational, individual or social pressures @ftbeir personal and occupational
identity.This group of workers is worthy to be sedias they have a very important
role in organisations in all sectors, and their kvsrnot well known by most people,

not least recognised by its multiplicity of taskelaskills.

The objectives of this thesis are derived from tleed to further understand

occupations and are as follows:

* to propose a new approach to analysing occupaiiorterms of three
dimensions: the content, the context in which #sk$ are undertaken, and the

meaning ascribed to the occupation by the indiidba lived experience;

* to apply the approach developed, its relevanceuartllness in relation to

the analysis of the contemporary experience ofédueetarial occupation;

e to contribute to the study of occupations and ® skudy of secretarial

work with new empirical data.

13



1.2 Occupations matter

Occupations matter. They matter to society, orgaioiss and individuals. This is
clear from the centrality of occupations in majdredretical debates that use
occupations as a point of reference, as a datadrabseven as a variable in analysis

of different specialities within sociology (Hall9&3).

At a societal level, major social and political ngas continue to impact on the way
organisations are structured and the way peopl& amd interact with wider society.
As argued by Krause (1971), changes in the broadgnisation of society bring
changes to organisations that may affect careeoroputy and the pattern of job

recruitment for the new generation of workers.

There is no doubt that occupations play a centod¢ in societies and that
“occupations represent a meaningful focus in thesliof many people” (Lee et al.,
2000:799). There is no better or more relevantestaht than Krause’'s (1971)
reflections on the importance of studying occupatio

“In an era of political action and rapid social nga, when all institutions of
society are being re-examined, it is only natuhal tthe central institution of
work should come under scrutiny. Occupations amdegsions are among the
main mediators between the individual and socigty971:1)

Krause’s view remains relevant today. Occupatigmalps play a major role in the
social and political spheres of society and thusupations are worthy of systematic
study, both as a process, and as a change-origragp (Krause, 1971:1) —
occupations as societal “mediators” are in a contsggocess of development,

impacting on and being impacted by social and igalichanges.

At an organisational level, global changes in #i®ur market today are causing the
emergence of a new occupational structure whil@pattonal practice is developing
(Bruijn & Volman, 2000). Occupations may shape oigations as occupations
provide one form of internal structuring or diffat@tion within organisations. There
are two principles that shape the division of labaod the working relations in
organisations: the occupational principle and tliniaistrative principle. The
occupational principle prevails when “decisions itbe appropriate bases and form

of the division of labour, how to carry out taskad how to evaluate work outcomes

14



are left primarily, if not entirely, in the handd onembers of a designated
occupational group”. The administrative principlteyails when “decisions about the
organisation of work and execution of work tasks aested in organisational agents
based on their hierarchical position” (Tolbert, 20@30). For Watson (1995:170),
occupational groupings exist at different levels tbe organisation and have

implications:

» for society as a whole and for social change;

« for members of these occupational groups in s@s$athe groups become

collectivities;

« for the individuals engaged in a particular typevofk.

It is important to note the impact of occupations an individual level. First,
individuals may spend most of their time in an g@@ation thus making it of
considerable importance to them. As Hughes sug¢#8%8:7), “a man’s work is as
good a clue as any to the course of his life, antli$ social being and identity”.
Research on occupations presents good insightghetaneaning of occupation and
its impact on individuals is informed by sociologigerspectives of constructivist
and post-structuralist writers such as Giddens 19%nd Goffman (1973). In
theorising the link between occupations and idgniduot & Rudman (2010) explore
the importance of occupations to being a persontarwieating and maintaining an

identity, which was theorised by Christiansen (1999

Second, there is a complex relationship between ititvidual and his/her
occupation (Krause, 1971:2). Indeed, the lattemotibbe disregarded, as it is not
possible to understand an occupation without umaeding how the individual
relates to, understands and identifies with it. sThelationship is two way:
occupations shape individuals but individuals altwape and make sense of
occupations. Krause criticises sociological apphneacto studies of occupation and
the individual, as for Krause (1971) sociologisteqliently “think of jobs or
occupations as categories”. This is because sagstdooften develop their “own set

of socio-economic categories or classes to hetpeair particular investigations (...)
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and occupations are brought together in such athatywe can expect incumbents to
share in broadly similar market and work situatiofM/atson, 1995:175). Early
debates on deskilling and degradation of work helge touched on this issue. One
example is Wood’s (1983) comments on debates dar Braverman’s work, on
deskilling. For Wood (1983), it is not possiblenave “any general pronouncement”
(1983:7) about job redesign, for example, as has easy to compare the various
aspects of control that vary from one group of woskto another. He exemplifies
this with the case of engineers, that after a gesign, on the one hand, they had
more control of their work pace and time, and akviduals they were more visible
to management, that on the other hand, had morgotaver them. In addition,
there is a danger in such categorisation of ocaupais in the case of skills, which
is usually used to categorise occupations. For W&683), there is a need to make a
clear distinction between individual skills and tlells needed for a particular job,
“as well as in between these and the labellingaofigular jobs as skilled. For certain
tasks may be deskilled in content because of tdogival changes, yet this may not
amount to the deskilling of any particular indivad(1983:7).

In addition, occupations matter to individuals hesmof income. For Levenson and
Zoghi (2010:366), there are occupations that agélficorrelated with income and
this partly reflects the complexity of knowledgegaisition in order to learn specific
tasks as well as that supply and demand factorsliasgmilar across occupations
(2010:366). An occupation is also important as iam indicator of social class and
status to an individual. Prestige and status arvetk from one’s job, as well as
rewards and job satisfaction, which have great sthpa individuals’ lives (Watson,
1995).

1.3 Studying occupations — definitions and classifi cations

Since occupations represent an important aspgoeaple’s lives, it is an important
subject to study and still a challenging subjecbéoanalysed. The various ways in
which occupations are studied present issues amdosersies in relation to, first the
definition of occupation and, second, its clasaifen, that is, the ways in which

16



occupations are grouped and categorised. Althomgloitant, it is not easy to define

occupations.

1.3.1 Definitional issues

Although some sociologists contend that the dedinitof occupation is of little
concern to most people (Watson, 1995), this stuly@vledges the importance of
the definition as it has implications for how pemplefine other people’s work. It is
important to define occupations not only becausgsoimportance as a sociological
tool, but also because of its importance for theupation holder (Watson, 1995).
Definitions of occupations matter because theyusexl to categorise, delineate and

measure the work people do.

In the English language, the meaning of the wocdupationhas varied through
time. Citing the Oxford English DictionaryElias & McKnight (2001:509) explain
that from Middle English the wordccupationwas adapted to “denote the pursuit of
mercantile employment, a trade, or craft’, but io@dly occupationwas used
essentially to signify “the possession of spacdie @efinition from Middle English
is in accordance with the sociological perspectikiat occupation refers to an
“economic” relation. Scott and Marshall (2009) eatplthe wordoccupationas “an
economic role separated from household activity essult of the growth of markets
for labour”. This sociological statement can beifiked by examining the meaning of
“work” and “job” (Barley & Kunda, 2001). Barley & #nda argue that in pre-
industrial society, work happened as people folldaeatural flow of everyday life,
“activities were governed by the cyclical rhythmisnature and the necessities of
living: the passing of the seasons, alternationdagfand night, pangs of hunger, the
need to mend torn clothing, and so on” (2001:82)rifmy the industrial revolution,

work started to separate people’s activities: “Sewgis of the day were set aside for

! The Oxford English Dictionary brings two otherateld definitions:

First: “The state of having one's time or attentiaaupied; what a person is engaged in; employment,
business; work, toil” Second: “A particular actioncourse of action in which a person is engaged; a
particular job or profession; a particular pursrifctivity.”
(http://dictionary.oed.com.ezproxy.webfeat.lib.eduk/cgi/entry/00329794?single=1&query_type=w
ord&queryword=occupation&first=1&max_to_show=10)
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work and separated from family, community, anduessby the punching of a time
clock or a blast of a factory whistle” (2001:82gdple then started to separate work
in time and space, as people would do work stading time and finishing by a set
time and the work would be done routinely in a dpeplace. This “temporal and
spatial localisation of work stimulated a changéh@ meaning of ‘job’ and gave rise
to a larger lexicon for talking about work and tiieision of labour” (Barley &
Kunda, 2001:82). Therefore, the authors presenkear @icture of pre-industrial
society and when “job” became a task with tiesineetand location. Abbott (1989)
explains that, at that time: “only among craftsna soldiers were specific jobs
attached to distinct identities and roles. Peogld’ ‘jobs; they did not ‘*hold’ them.
By the mid-twentieth century, however, ‘job’ hadw® to mean a role in a division
of labour that was held for an indefinite period tohe. Such jobs had clear

beginnings, but no foreseeable end”.

This understanding gbb complies with contemporary perceptions of whatwed
occupationmeans, the way people use their time in paid iagtrather than what
they are doing at a given moment. This perceptibfholding” a job can also be
interpreted, firstly, in relation to the social tsi& or rank in which people find
themselves, according to Elias & McKnight (2001:509

“when asked what kind of work a person does, ortwyae of job he/she may
have, the answer is likely to be detailed and/oecise. Asked for their
occupation, however, and the reply might reflectengpon a long-term plan or
indicate events on a broader time scale. For exanglclaims assessment
officer in an unemployment benefit office might Wwetspond ‘civil servant’
when asked to state an occupation. Similarly, &earsity lecturer, professor, or
researcher might simply respond ‘academic’ ".

Secondly, a job can be interpreted in relatiortdddcation. As an example, Watson
(1997) argues that most people who work can bgm@edian occupation. However,
the person may not define his/her job in relationotcupational membership, as
sometimes “their location in the work organisatioight be more salient than his/her
occupational membership” (Watson, 1995:171). WatE®#05) illustrates with a

situation when a stranger is asked “what do yod do?who do you work for?” as

traditionally a person is located in society by tieupation assigned to him/her.

However, sometimes, due to the “growth of bureaisgd work organisations the
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specific tasks in which a person is engaged andkiks which go with it become
less relevant for many people than the organisatiowhich they are employed”
(1997:171). It is common to say that someone wtirkein office”, or he works “at
the university”, he works “for the council” and asgte the person’s occupation to

their place of work.

Hall provides a more generic definition o€cupationfrom a sociological point of
view, suggesting that “an occupation is the sombd performed by adult members
of society that directly and/or indirectly yieldscgal and financial consequences and
that constitutes a major focus in the life of anldHall, 1969:5). Hall's definition
presents a limitation to the concept of occupatemHall (1969), as well as other
authors, retains the idea of occupation relatqzhtd activities.

Lee et al. (2000) present a conceptualisation ctipation as “an identifiable and
specific line of work that an individual engagedanearn a living (...)” (2000: 800).
They argue that an occupation is constituted bwarae of skills, knowledge and
duties, which make it different from another ocdigga Lee et al.’s (2000)
conceptualisation, although focusing attention ode#inition of occupation as the
“line of work that a person is engaged in over atipalar period of time”
(2000:800), is also linked to the idea that peopéy hold more than one occupation
during their lives (Lee et al., 2000). Lee et ald @ahat “some types of work allow for
multiple ways of constructing the occupation, eag.biology professor whose
occupation could be educator, biologist, or prafesd biology”. Lee et al.’s (2000)
discussion adds to the limitation identified in grevious definition presented, as it
lacks attention to the relation of the work to tdueupation holder, his identification
with the occupation. It is important to mentionpuigh, that Lee et al. (2000) present
considerations with regards to the importance afupation and its concept in
analysing occupational commitment. They also arthat “the terms occupation,
profession and caréehave been used somewhat interchangeably in thenitorent
literature”. However, Lee et al. find more apprapei to their analysis of

occupational commitment the notion presented alaowkthey add that they “prefer

?_ee et al. (2000:800) define career as “the sefigsbs, vocational choices, and other work-related
activities over the individual’s lifetime”.
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occupation over profession simply because it isemgeneral, encompassing both

professionals and non-professionals” (2000:800).

This section presented a discussion on the defmitf the term occupation. This
discussion draws on the conceptualisation of odoupaas an economic role (Elias
& McKnight, 2001; Scott & Marshall, 2009), also athed to identity and social
roles (Barley & Kunda, 2001), as well as a moresotiye and technical definition of
occupations (Lee et al.,, 2000). This study, howeaeiopts Watson’s (1997:171)
definition of occupation, that is, the “engagementa regular basis in part or the
whole of a range of work tasks which are identifiedier a particular heading or title
by both those carrying out these tasks and by ammlblic”. This operational

definition is a useful definition of occupation atids study restricts occupations to
paid employment only. This study acknowledges, hameWatson’s (1997:170)

comments that a definition has therefore to “talke account that whether or not any
given work activity is to be regarded as an ocdopatepends in part on the
decisions made by those doing the tasks and alshebwider public as to whether

such identity is to be bestowed”.

From reviewing the definitions of occupations,sitclear that the main definition of
occupationis rooted firmly in the idea of paid activity (Hiall969; Elias &
McKnight, 2001; Scott & Marshall, 2009). Those défons are limited as they are
confined to conceptualisations of work that areeddagn the contradictions of paid
and unpaid work and public and private (Botterd)30failing “to engage with the
complexity of people’s working lives, and, in padiar, with how work is embedded
in other social practices” (Bottero, 2005:56).

Definitions such as Watson'’s (1997), that an octiapancompasses various kinds
of activities, paid and non-paid ones, have besefits they present a
conceptualisation of occupation that also considieeswide social relationship in
which the occupational holder is involved. Althouthie definitions that rest on the
economic labour market characteristics of an octoipathat is “the skill, pay, and
labour market conditions of different jobs” (Botte2005:56) that are valuable, they
do not consider that the meaning of holding an patan might be affected by the
“social identity, networks and life trajectory dfiet people in that job” (Bottero,

20



2005:56). For example, an important view that oetigms are more than paid
activities can be seen in stratification researghtdooks at occupations and their

social location.

1.3.2 Classification issues

Beyond issues of defining occupatioper se there are challenges in classifying
different occupations in relation to each otherefghare, of course, a number of
standardised classification systems for occupationise United Kingdom (UK) and
those classifications are used for a variety oppses. “Occupational classifications
are essentially ways of grouping and ranking jobsl @ccupations” (Scott &
Marshall, 2009: 523). Occupation data is used lwegument departments to provide
an understanding of the workforce and the skilentdied among workers; it is also
used for comparative purposes, as government amahey, for example, compare
ethnic and religious populations; in addition iused “to compile mortality statistics
by occupation and for analysis of small groups aciety” (Final recommended
questions for the 2011 census, 2011:17). Therefoceupation information is a
major way of providing data on the labour marketsonio-economic issues. “Other
uses of occupation data are as a measure of depniand to aid service provision
such as skills and training to areas of need. &lss required to monitor and help
forecast future occupational structures and hekde and training needs” (Final
recommended questions for the 2011 census, 2011l @gddition, as Levenson &
Zoghi (2010:386) add, classifications are also Uusgdrganisations and employees

to aid their communication on job content:

“Classifications are used by both firms and workerfacilitate communication

about the content of a job, which promotes morieiefit screening of potential

job applicants than otherwise might occur. Thergduirements associated with
any given occupation (e.g. doctor, lawyer, accauntéabourer, secretary,
teacher, computer programmer) also provide a roagd for those seeking to
enter the occupation, whether by formal schoolorgthe job training, or both.

Without occupation classifications, therefore, ghewould be much less efficient
resource allocation in the labour market.”
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One classification system existing in the UK is tig&tandard Occupation
Classification — SOC. It was first developed in A9%as reshaped in 2000 and
revised more recently in 2010. The nine SOC categ@re based on the concept of
job and on skills (Thomas & Elias, 1989; Anders?dQ9; Elias &McKnight, 2001),

as shown in Table 1.1:

SOC 2010 Major Groups

Major Group 1 Managers, directors and senior Gfeci

Major Group 2 Professional occupations

Major Group 3 Associate professional and techrocalipations
Major Group 4 Administrative and secretarial ocdigres

Major Group 5 Skilled trade occupations

Major Group 6 Caring, leisure and other serviceupetions
Major Group 7 Sales and customer service occupation
Major Group 8 Process, plant and machine operatives
Major Group 9 Elementary occupations

Table 1.1: SOC 2010 Major Groups
(Source: ONS, 2010)

The conceptual basis of the SOC remains the sanieirevised version in 2010. It
is based on the classification of jobs in termslali level and skill content with skill
in this context defined “in terms of the nature ahdation of the qualifications,
training and work experience required to becomepmiant to perform the associate
tasks in a particular job” (ONS, 2010:iv). The ceptof job is defined for the SOC
purposes as a “set of tasks or duties to be caouedy one person, the notion of a
job represents a basic element in the employmdatiaeship” (ONS, 2010:2). The
SOC is commonly used for statistical applicationsomas & Elias (1980:1) note

that there are two important statistical appliaagio‘to show how employment skills
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and activities are distributed and contribute ®¢lsonomy; and to give an indication
of the lifestyle, earnings or social position of nkers and their households by
reference to the type of work they do.” Given tlasn, the classification of

occupations should be:

“practical and reliable both in statistical apptioas and in client-oriented

applications such as job-placement and vocation@&agce. It should yield

reliable results when used to code job titles aegtdptions from sources such
as censuses, surveys and vital registration andldimot depend on types of
information or levels of detail which are not tyally present in such sources.”
(Thomas & Elias, 1980:18)

However, there are concerns that the SOC failgdegnt clear and reliable data on
occupations. Although the SOC aims to categorise oaoupation within an
occupational classification, it does not assistpnesenting a clear and accurate
coding. The lack of clear distinction in terms @topational categories represents a
challenge in analysing occupational groups. The $J@nited in its framework by
a lack of information on skills changes in someupational groups (Anderson,
2009). However, the SOC2000 framework “accommodatedJK jobs and is a
practical, albeit somewhat crude, vehicle for exang broad patterns across
occupational clusters...” (Anderson, 2009:171). Aseotlimitation in the SOC
becomes evident when it is used for research pagyas the main reason for its
development was “to provide a genuinely common ctine and method of
occupational classification for use in governme(ifhomas & Elias, 1989). In
research, it is used mainly for quantitative analysbbott, 2005) and researchers
cannot rely on the SOC when more accurate infoomatin occupations or on

occupation holders needs to be developed.

Another criticism of the SOC relates to its outdateformation, considering that
occupations are in a constant process of changeardused by Scott & Marshall
(2009:524) “social and economic change continuatigdifies the occupational
structure and limits the capacity of any particutdassification to reflect this
structure over time”, thus creating a tension “le=w the need for continuity in the
application and the use of an occupational clasgibn, thereby providing a stable
framework for analysis of trends, and the needréuision of the classification,

ensuring the classification is sufficiently up-tatd in terms of its definition,
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interpretation and use...” (Elias & Birch, 2010:18).is possible to challenge

occupational classifications which researcherstasghart occupational trends from
categories developed for other purposes and faezcanomy of over a decade ago.
Therefore, the SOC needs to be continually upd@iedmas & Elias, 1989).

Another classification system in the 86 the National Statistics Socio-Economic
Classification — NS-SEC — used for official statistand surveys. It is well accepted
internationally and considered “conceptually cleat&veloped from a sociological
classification referred to as the “Goldthorpe Sca®n{National Statistics Socio-
Economic Classification, page 2). The NS-SEC wagveldped to measure
employment relations and conditions of occupatié@enceptually, these are central
to showing the structure of socio-economic posgionmodern societies and helping
to explain variations in social behaviour and otbecial phenomena” (page 3). The
aims of the NS-SEC are “to differentiate positionghin labour markets and
production units in terms of their typical ‘emplognt relations’. Among employees,
there are quite diverse employment relations anmdlitions, that is, they occupy
different labour market situations and work sitoasi.” (National Statistics Socio-
Economic Classification, page 3). Adapting from tRi@al recommended questions
for the 2011 census’ (2010:15:16), listed belowtheemain usages of the NS-SEC

data, which adds to the types of usages of claasifins systems, as data is used:

* to enable research and identify the impact of tayolicy initiatives on

specific groups in society;

% In the United States, there is the DOT — Dictignafr Occupational Titles, which is considered “the
best source of data on the content of jobs in tBeetonomy” (Barley, 1996:406).

4 “Goldthorpe class scheme A categorization which allocates individuals andhiizges into social
classes, devised mainly by the English sociolagfigin Goldthorpe. The scheme is used increasingly
widely throughout Europe, Australasia, and Northekiza, notably in the study aocial mobility
and in the analysis alassmore generally. Because of its complex genealitdgy,variously referred

to in the literature as the Goldthorpe, Erikson-dBwrpe, EGP (Erikson—Goldthorpe—Portocarero),
and CASMIN (Comparative Study of Social Mobility limdustrial Nations) typology.”
(http://www.encyclopedia.com/doc/1088-Goldthorpestatieme.htil
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e to understand social patterns, local labour mayketaployment and
unemployment and to develop policies in these aesgecially at local and

regional levels;

* in the development of research and policy to unded how social
positions are linked to other policy areas covdrgthe census, such as health,
ethnicity, migration, qualifications, education anansport;

« for the purposes of resource allocation at cerdral local government
level; used in policy development and monitorir@yinbprove service provision
and inform various strategies such as economicloewrent and community

regeneration strategies;

e as a measure of deprivation, to measure inequglitteunderstand social

patterns and local labour markets and developigslia these areas.

NS-SEC is an occupationally based classification gmovides coverage of the

entirety of the adult population. The informatioequired to create NS-SEC is

occupation coded to the unit groups of SOC2000dmidils of employment status:

whether an employer, self-employed or employee;tldrea supervisor; and the

number of employees at a workplace (National Siegis Socio-Economic

Classification, page 3).The analytic version of SIB€ has eight classes, as shown in

Table 1.2. Contrary to the claim of being a “cortoefly clear” classification, some

of its classes are contested by researchers, partight be classes that are formed

by a wider number of occupations, arguably reducthg accuracy of the

classification. One example is class number 3riméeliate occupations. There is no

agreement in the literature regarding the precigfiniion of intermediate

occupations. This category describes a broadererahgccupations that “fall below

the rank of professional and management jobs amdealthe partly skilled and

unskilled occupations” (Elias & Bynner, 1997). Qtlnesearchers, such as Anderson

(2009), derive a skill-sensitive definition of imeediate occupations from other

forms of classification.
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NS-SEC analytic classes

1 Higher managerial, administrative and profesdionaupations

"2}

1.1 Large employers and higher managerial and admatingtr occupations

1.2 Higher professional occupations

Lower managerial, administrative and professi@taupations

Intermediate occupations

Small employers and own account workers

Lower supervisory and technical occupations

Semi-routine occupations

N O g A WD

Routine occupations

8 Never worked and long-term unemployed

Table 1.2: NS-SEC 2010 Analytic Classes
(Source: ONS, 2010)

Both the SOC and NS-SEC are, however, useful tlmslgovernments as well as

research.

As noted by Anderson (2009:171), the SOC is comsdlea useful tool for
“undertaking a skill-sensitive analysis of occupatl transformations” and the NS-
SEC enables research and policy development.

Despite the evidence of the usefulness of the ataupal classification for statistical
purposes, there is no consensus as to whether thassfications are useful for
empirically based work aimed at understanding th@ent and context of a specific
category of occupation. It is questionable whethes possible to do a detailed and
accurate coding of a category. When the codingdsirate, problems such as “male
bias” is avoided, as argued by Scott & MarshallO@0 They question the embodied

“male bias” in most occupational classificationgjuang that this bias is reflected:

“...in the way occupations are distinguished, groyed ranked. Occupations
filled largely by women are frequently grouped tihge at a very low level of
aggregation (as for example in the case of clemcaupations) so that they
cannot subsequently be disaggregated and reloeat@itcumstances change.
Similarly, the skill and status level of occupasatominated by women may be
underestimated, possibly distorting the locationsoth occupations in some
subsequent derived status qualifications” (2009.524
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In addition, the occupational classifications présd may not reproduce the actual
state of a given occupation, considering that oattapal structure is in constant
change and social and economic changes continalily occupational structure
(Scott & Marshall, 2009). Indeed, classificationsegent and induce studies in
“mechanical nature” (Krause, 1971), as they presemonnected categories and
disregard itsraison d'étre It also seems to consider more the functioninghef

system in which the occupations operate than tteigual in the system and their
relationship and the social interactions involvedthe existing classifications, it is
noted that occupations are brought in a way that @xpected that all occupation
holders share the same characteristics and coatetkie labour market and work
situation and experience. This is due to concejsatadn of the SOC, based on the
job, the set of employment tasks, “different from slf§gng a person directly in

terms of skills or experience” (Thomas & Elias, 29%).

Notwithstanding the lack of consensus as to whethese classifications are
sufficient for empirically based work, they repneseéhe starting point for any
analysis of occupations. However, this study argwésether classifications
contribute to a better understanding of occupatiand advocates for a broader
approach that allows for greater appreciation amtketstanding of occupations, not
just in terms of job content and skills, but alsaerms of how context and individual

factors impact on occupations.
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1.4 Methodological approach

The methodological approach best suited to achieeebjectives set for this thesis
comes from an interpretivist philosophy, an ethapgically informed approach. It
was chosen as the best way to test the framewangoped in this thesis for the
analysis of occupations, and to answer the questiaised in relation to secretarial
work, the chosen category for the application efflamework.

The qualitative approach was chosen due to coraidarof the following factors:

e The focus of this study was to understand the lalbmocess of a
distinctive category of occupational workers — etamial workers, through

their lived experience.

e This study sought to explore perceptions and prestiof the work of
secretaries from their own perspectives. The qoestiregard what they
observe in occupational practices, rather than wehabmmonly assumed and

possibly anticipated by the researcher.

* Previous studies reveal that the most common appesachosen are
quantitative, when researchers sought to studyraegha the aspects involved
or contained in the work of secretaries. In thiglgf the idea is to explore all
aspects together, as all aspects of occupationgt @@ interconnected and

make sense when analysed together.

* As will be explored in chapter 2 and chapter 3, rindgew of the related
literature demonstrated how research tends to explorkers’ experience in a

quantitative way.

The ethnographically informed approach was fourefulsand was the method that
best allowed the researcher to explore the contemtext and lived experience of
secretaries. This group of workers bring insights ia perception of what is known
of work and what is understood ot it by the workemself. This group of
occupational workers need to be further studied onder to provide more
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understanding to people, in and out of their wagkenvironment, of the kind of

work they do and the complexities involved in them.
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1.5 Structure of the thesis

The previous sections in this introduction set dgonale for which this thesis was
built. It is also important to provide at this pban overview of the thesis and how it

is organised.

Chapter 2 starts the reappraisal of the study ofijgations. It will review studies of
occupations in different disciplines and will loak Labour Process Analysis (LPA)
and how it relates to analyses of occupations.rAfgiewing previous studies on
occupations and LPA main debates, the theoretiaaldwork in which the empirical
study is located will be presented. The framewadppses to analyse occupations
through the workers’ content, context and livedezignce.

Chapter 3 will present a literature review of tleerstarial occupation, the empirical
focus of this research. The framework, as presemeathapter 2, will be tested in
relation to secretarial work. This chapter will rst'om a historical account of
secretarial work, its nature and meaning. It wabarevisit past studies on secretarial
work and their contributions and limitations. Byadysing secretarial work, chapter 3
builds up the justification for the choice of sear@al work as a category for
analysing occupations and sets the theoreticalumtcon secretarial work to the
methodological approach as will be detailed in ¢hiag. Chapter 3 concludes by
suggesting the application of the proposed framkwmihe study of secretaries as a

category for analysing occupations.

Chapter 4 provides the methodological approacherhésr this study. Starting from
the motivations that led the researcher to conduch a study, this chapter will
detail the methodological steps found appropriat@apply the framework. It will

present the aim of the thesis to be a contributiothe study of occupational work
through a holistic analysis of an occupation angrtavide empirical insight into the
occupational structure and experience of secrétadek. Alongside the implications
of the aims and objectives of the study for chatenethods used, it will explore in
detail the ethnographically informed methodologyedigo explore the content,

context and lived experience of work.
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Based on the research objectives set at the dtatisothesis as well as on the
literature review outcomes, chapter 4 will presémee questions raised regarding
the empirical focus of this study, secretarial warkorder to reach the aim of the

thesis.

Chapter 4 presents the methodological process tajlidg how data was collected
with the chosen category. In addition, chapter W exiplore the pilot experience that
preceded data collection. This chapter ends byepteg the limitations and

contributions of the methodological choices of shedy.

Chapters 5, 6 and 7 will present the findings itatren to the three framework
elements as stand-alone chapters. They explorenttie findings of this study on
medical and legal secretarial work and will presentintegrative analysis of the

findings.

Chapter 8 will revisit the research objectives pntsd at the beginning of this thesis
and will evaluate the conceptual and empirical gbation of this study. The
conceptual contribution centres on the need foolsstic analysis of occupations as
they are of vital importance to society, organmasi and individuals. As seen in
chapter 2, previous studies on occupations havaséat on topical analysis of
occupations and this thesis raises the argumentthiealiterature on occupations
needs to consider more deeply the actual work dodehow it is experienced by the
individual. It is argued that the sociology of waakd occupations and the related
areas that also analyse occupations present a ptoatdack with regard to the
understanding of occupation as a holistic entittye Empirical contribution reveals
that secretarial work was a useful category forapglication of the framework. The
empirical focus on secretarial work brought impottasights into the debate on the
centrality of the kind of work people do and therlf and collective identity
(Leidner, 2006). Thus, the empirical contributiohug adds to the current
understanding of the present state of secretagdt.w

31



CHAPTER 2: OCCUPATIONS

2.1 Introduction

This chapter will review the existing literature occupations. It will present an
overview on what is known about occupations. Ittstavith studies on occupations
and how they have been theorised and conceptudlig@rportant bodies of work,
as well as how occupations are commonly analysethasifications, categories and
as individual occupations. The next section presdhe range of occupations
commonly studied and the reasons why those stadeesindertaken. In examining
how occupations are studied, the next sectionseptesxamples of the different
methodologies used in studies of occupations ak agebther literature relevant to
the understanding of occupations. This chapter lodes by proposing a holistic
approach to studying occupations, an approachaitlatowledges that one can only
make sense of an occupation by analysing its cgntenits organisational and
individual context, thus combining objective andjsative factors as a means of

understanding occupations.

2.2 Studies on occupations

In reviewing the extant literature on occupatiowakk it is useful to know what has
been explored in the literature from different gatioary perspectives and how these
perspectives contribute to conceptualising andribieg occupations. Disciplinary
perspectives highlight issues of substantive fdouthe study of occupations. The
next sections highlight the way occupations havenlstudied by using classification
systems, occupational groupings and as individuaupations and how these

literatures contribute to the understanding of pations.
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2.2.1 Theorizing and conceptualising occupations

It has been argued that during the 1960s and 18%¥Js was a shift away from
studies of work within organisation studies. Forl8ga & Kunda (2001:80), “the
shift was associated with a number of trends in disipline’s development,
including a turn to systems theory and greater I$exe# abstraction, changing
methodological norms, and increasing specialisa@onong students of social
organisation”. Moreover, by that time, they argogganisational theorists moved
from departments of sociology into business schamld by the 1990s academic
interest in work practices was the focus of sogwts of work and others such as
industrial engineers and industrial psychologi3ise latter look at work from the
aspects of psychological effects in employmenttieia, how work is felt by people,

focusing on the experience of work (Landy & Cor2@Q7).

A more explicit critical perspective on work andcopations emerged from the
gathering of industrial sociologists engaging witRA. Labour Process “had the
capacity to connect different dimensions of workapéboyment and industrial
relations” (Thompson and Smith, 2010:12), playing‘reecessary and positive
purpose in maintaining a space for a critical dogyp of work (Thompson and
Smith, 2010:13). More aspects of LPA will be explbin section 2.5.

Studies in sociology add insight to the analysis vabrk and occupations.
Sociological studies of occupational groups lookgander, race, nationality or
sexuality issues. Analytical attention also focueascollective identity, with very

little attention to tasks or class.

A focused study on the sociology of occupations wadertaken by Krause (1971) in
a very influential piece of work centred on typek axcupational groupings.
Krause’s study echoed through many contemporarguats on the sociology of

occupations.

Krause (1971) presented four "perspectives" fodystg occupations: historical,
biographical, structure and function, and confiitinterest in the division of labour.
The historical perspective considers the role @upational groups in society while

the biographical perspective explores the meartiegrtdividual gives to his activity
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and the relationship between the individual and i&itutions of which the
occupation holder is part. The other perspectivedyae the division of labour in
relation to its structure and function and to tleafticts of interests. Both aspects
present analyses of occupations and major issue@gdn such as the nature of the
labour market, occupational categories, status,upsttonal mobility and the
professions. Krause pursued the “interactions batwedividuals, occupational and
professional groups, and the wider society” (Krad€¥1:1), as occupational groups
may not perform the same function all the time.rHoain questions were raised that
directed Krause’s (1971: 1-4) study:

« What changes have there been in the historicalsra& major

occupational and professional groups?
* What is the individual’s relationship to his occtipa or profession?

 What is the nature of an occupation’s or professioslation to the

overall society?

* How do occupational and professional groups medmEiveen the

individual and the wider society?

Krause’s study and the four perspectives contribtibethe study of occupations in
concluding that change-directed political actionoag groups is important in
understanding changes in the field of occupatiors @ofessions, and in exploring
aspects for future direction in studies of work aedupation.

Building on the contribution of the occupation®dédture, Hall (1983) developed a
content analysis of articles on work and occupation four general sociological
journals and two specialised journals from the yeE76-1982 with the goal of
addressing future directions in the sociology otupations. Hall highlights the
importance given to occupations as a central igsuw®nceptions of pre- and post-
industrial societies. According to Hall (1988)cupationhas been a variable and an
important point of reference in different analygsesociology. For his analysis, Hall
included articles from specialised journals andtks focusing on occupations from
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general sociological journals (1983:6). Below i® tlist of measures, and their

descriptions, that resulted from Hall's contentlgsia. These measures were used to

compare the contents of the journals in that pesfatme:

Measures

Mobility status and income
attainment

Description

Individual and collective progression up the
occupational spectrum

Negotiating order at work

Ways in which individuals subjectively arrang
their work experience

D

Occupational socialisation

How individuals learn work roles and their
attached values

Professions/professionalisation

Nature of professions, individual or collective
attempts to professionalisation

Women/sex roles

Women at work, male-female differences in
work roles

Unions/Collective bargaining

Collective work actions

Occupational power

Nature of, and shifts in, power among
occupations within organisations

Satisfaction/Alienation

Positive and negative reactions to work

Worker participation/job
redesign

Alternative forms of work organisation

Work and social organisation

Linkages between occupations and the socia
structure

Commitment to work

Degrees of work attachment

Leisure/non-work

Links between work and non-work activities

Aspirations Individuals’ expectations regarding their
anticipated work
Race/Ethnicity Work differences and similarities between ragial

and ethnic groups

Occupational differentiation

Horizontal and vertical distinction among
occupations

Table 2.1: Hall's measures
Adapted from Hall (1983:6-8)

Hall's analysis provided a historic and thematictymie of studies in the sociology of

work and occupations. Hall's findings were that tinends in the sociology of
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occupations were showing that research in the kapioof occupations and work
could be “understood as a consequence and compohéhé context within and
outside of sociology in which it is conducted” (B980). His analysis indicated that:

“...many of the scholars who examine status and imcattainment would not
classify themselves as occupational sociologists, ibis this area of research
within the field that has witnessed the most impines theoretical development.
Students of the professions appear to have workethdelves out of the job.
Analyses of women and sex roles have been commurgdide from a linkage to
the status and income attainment literature, thayehhad little theoretical
coherence. Studies of worker participation andrgatesign have been hindered by
an inattention to the obstacles facing such progra(hall, 1983:20-21)

In addition, he questioned in which direction theld should movevis-a-vis the

Issues above, suggesting theorists move towardsoee rfgreater theoretical

sophistication and empirical relevance” (Hall, 1283.

Other scholars within the sociology field, suchAdbott (1988, 1993, 2005); Barley
(1996, 2001, 2005), and Nelsen & Barley (1997) walso interested in the
articulation of occupational work and social syssein general, the main premise is
that occupations serve as a major link betweennithgidual and the society (Hall,
1969; Krause, 1971).

“The obvious relationship between occupations aadias status, the less
obvious but equally important relationships betweecupations and education,
political involvement, and family life, and the neiocal relationships between
general social change and changes in the occupatsystem all indicate the
centrality of occupations in the social structutenflict between occupations
and the social system comprises a significant plathe total relationship...”
(Hall, 1969:vii)

Contemporary debates also explore economic andnisggéonal changes within
occupations (Barley, 2005; Frenkel, 2005; Graha®052 Hinnings, 2005; Osterman
& Burton 2005; Tolbert, 2005; Leidner, 2006). Thodebates focus on certain
occupational groups, such as technical and serwoekers and blue-collar
occupations; there is extensive literature on timgaict of forces on those occupations
(Graham, 2005), the development of occupationahtities (Frenkel, 2005) and
occupational control. Barley (2005) argues thera ikck of studies and lack of
interest in studying technicians’ work, which isereant to any study of occupations,

and raises questions on the reasons why they aersindied. Developing Barley’s
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argument, particular occupations are never oryastldied, while disproportionate
attention is paid to groups of occupations withhleigstatus, such as professional
workers. According to Macdonald (2006), this predwnt focus on certain
occupations, especially on the professions, migeedecause of the nature of their
work: they provide knowledge-based services thaisomers or clients may find
difficult to assess, and the latter may need ty wh the level and source of
education attained by the professional or theiirigaa license to practise his work as
the basis of trust relations between the professiand client/customer. As
Macdonald (2006:367) argues, “these features depsonal work led functionalist
theorists with their interests in the normative esrdof society, to focus on

professions...”.

Studies in economics also theorise on work and mattans and how they are
understood. Abbott (2005) draws on an economicotmgy’ perspective to explore
work and occupations. He challenges the idea of#s®ciation between work and
economic phenomena by presenting an examinatiomodt disconnected from its
paid forms. Abbott (2005:322) draws on the ided tilae varying depths of life
course experience at any given time, encoded iotworts and cohort segments
presently extant in the labour force, constitueeraterials on which occupations are
built”. That is, he argues that work and occupatiare closely connected to the life

experience of a person, as it is part of the boggirocess of the person’s identity.

After looking at the different theories and consep occupations given by different
disciplines, it is important to highlight that ogations are often studied in three
main ways: by operationalizing occupational afacsgtions, by analysing groups or
categories of occupations that exhibit key sinilasi, or by focussing on particular
individual occupations. The next section will exglahese three ways in which

occupations appear in literature.

> Economic Sociology is defined by Smelser & Sweldberg, 2005:3) as “the sociological perspective
applied to economic phenomena”.
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2.2.2 Classifications

As seen in chapter 1, occupational classificateoarie way of grouping and ranking
occupations in order to provide an understandirguaithe workforce and the skills
identified within each occupation. Studies use pational classification data for a

variety of purposes.

Prospective and current occupational membershipwages individuals to obtain
both on-the-job training and formal education toalep appropriate skills sets for
the occupation in question (Levenson & Zoghi, 2866). Thus, economists use
occupational categories to conduct studies on hucagital by using occupational
classifications data: occupational data is usedstytutional actors and individuals,
“to facilitate communication about the content ofjadb which promotes more
efficient screening of potential job applicantsrttuaherwise might occur” (Levenson
& Zoghi, 2010:366). The job requirements associateth any occupation are
important for those who want to enter an occupatiprofessionals or non-
professional occupations, whether by formal guaditions or on-the-job training, or
both (Levenson & Zoghi, 2010).

Data from occupational classifications are alsadusg researchers in many fields.
Economists and sociologists have researched tlaiomthip between economic
growth and technological change to changes in thieire and structure in the
workforce. In many of those studies they have ustlistical information on

occupational structure based on skill classificgatielias & McKnight, 2001).

The changing nature of occupations in their vari@spects exemplifies how
important it is to develop better ways of underdtag occupations and effectively
understand them better. This understanding has lbeeefited by studies that utilise
classification systems, such as the SOC. A ladknolerstanding of an occupation is
a problem because it might represent a lack of nataleding of the division of

labour and the changes that occur within occupatama result of social, political

and organisational changes.

38



2.2.3 Categorisations

Another way of looking at occupations is by catégog or grouping them.

Occupations are usually broken down into broadgeates in order to be described
and analysed in relation to changes and variatwitisn that occupational group.
Those categories are the ones presented in chhpitwever, the most prominent
occupational category that has been explored iwthi& and occupations literature

refers to the professions.

2.2.4 Individual occupations

The other way of looking at occupations is by explp one single occupation.
Various studies look at occupations separatelyusuhlly explore occupations under

the status of professions as well as non-profeasmetupations.

2.3 Occupations studied and why

This section considers which occupations are contyrgindied and the reason why

they are studied.

2.3.1 All occupations

Studies that use occupational classifications ptedata on all occupations in order
to track the main changes affecting occupations/@ls as aspects of occupational
inputs, such as gender and education. For ecormnfostexample, occupations play
a central role in labour markets, are the substémchuman capital (education and
experience) analysis and “are very highly correlargth income” (Levenson &

Zoghi, 2010:366). Thus, economists use occupatictadsification in studies of

income and human capital as a way of understarttamtabour force.

On training matters, Freidson (2001) examines paitén specialised training of

three occupational categories — crafts, technicsarbkprofessionals — where among
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craft workers the training received is on an omjtite basis and depends on the
demand of production as well as of those who fieahcTherefore, the demand for
training is contingent on what work workers perforamd contextual factors
regarding the work location. One might argue whethesome occupations workers
have been affected by changes to the extent tleat tifaditional capabilities have
been extended to include social and cognitive sklWhere social and cognitive
skills are important, a holistic analysis of ocdiumaal work could generate

important insights.

2.3.2 Professional occupations

Academic work on occupations pays considerablenatin to one category of
occupations: professional work. As Watson (199511@&ues, “the twentieth-
century study of particular occupations by socidtsyhas tended to veer between a
fascination with high-status professionals and owggilow-status or deviant work
activities. The history of Western occupations Hemsyever, been very much one of
the rise and fall of the degree of occupational-sahtrol maintained by various
groups.” The professions still receive great aitentrom scholars, with well- known
studies by, for example, Freidson (1986, 2001)batb (1988, 1989); Macdonald
(1995), Watson (2002) and Muzzio (2010, 2011). Slogists’ long-term interest in
professional work can be traced to the founderssafiology in Durkheim’s
discussions of authority, Weber's bureaucracy, Bliagx’s class conflict (Leicht &
Fennell, 1997).

Many of the first debates on the professions wer¢he issue of what a profession
consists of and which occupations would reach théus of profession (see for
example Wilensky, 1964). This debate, however,igsrén literature today, but, as
Tolbert (2006) argues the contemporary debate seéemsflect more on Abbott’s
(1988) broad definition of professions, that prefess are “exclusive occupational
groups applying somewhat abstract knowledge toicqudat cases” (Tolbert
2006:334).
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Wilensky (1964) focuses on the attempts of occopatito professionalise. He
examined a popular generalisation that occupatiomdd become professionalized.
This “label” as he calls it, was loosely applied ‘increasing specialisation and
transferability of skill, the proliferation of olijéve standards of work, the spread of
tenure arrangements, licensing, or certificatiomd athe growth of service
occupations” (1964:137). He argues that some od¢mnsaare unlikely to become
professions, stating that "if the technical baseaaf occupation consists of a
vocabulary that sounds familiar to everyone (ar)jf the base is scientific but so
narrow that it can be learned as a set of rulesbsgt people, then the occupation
will have difficulty claiming a monopoly of skill meven a roughly exclusive
jurisdiction” (Wilensky, 1964: 148). Wilensky’s sty contributed to the study of
occupations and the field has changed considesibbe then. Some assumptions
raised by him are still useful today. One examslthat despite focusing his work on
those occupations aspiring to professional staldiéensky also explored aspects
such as those of occupations that try to change tieane on a kind of “soul-
searching on whether the occupation is a profesgmnl44). This aspect will be
further explored in chapter 3, as it relates chpselthe secretarial occupation, the

empirical material under analysis in this study.
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The term ‘profession’

The termsoccupationandprofessionare often used interchangeably. However, Elias
(1997:5) indicates a hierarchical distinction bedweccupationandprofessionwhen

stating that:

“In the English language there is an ambiguity athbthe interpretation and
usage of the wordccupationwhich enriches the concept and yet complicates
the application of classification principles. (he word was used to indicate the
possession of space as in the phasarmy of occupatianThen the usage of
the word broadened to encompass the possessioimef particularly to
describe the way in which people devoted time taketaand non-market
activities. Interestingly, a usage now regardedlz®lete referencescupation

as the pursuit of mercantile employment, a tradecraft, with the word
professiorreserved for a higher status of employment busioesffice.”

For Elias, while occupations could be understoodaapursuit of commercial
employment, professions always referred to a higbh&tus of employment.
However, sometimes the term ‘occupations’ is uselation to professions and the
distinction is difficult to maintain. One exampkwhen the ternoccupationis used
instead ofprofessionto avoid the “pretentious or sanctimonious oveztogiven to
the latter (Freidson, 2001: 12).

According to Wilensky (1964:138), “in the minds bbth the lay public and
professional groups themselves the criteria ofrdisbn seem to be two: (1) The job
of the professional is technical-based on systentatbwledge or doctrine acquired
only through long prescribed training. (2) The ps#ional man adheres to a set of

professional norms”.

In defining a profession, it is possible to sayttpeofessionals form a group of
workers that has formalised credentials of thespeetive professional knowledge
and inclusion in higher education (Lopes, 2006)sTnoup constitutes a profession.
To the general notion of occupations, divided hysthcalledprofessionsand others
called occupations one can add another category given by Etzion69)9i.e. the
“semi-professions”. This category is defined bystavorkers with shorter training,
less legitimate status, right to privileged comneation less established, less of a
specialised body of knowledge and less autonomyn feupervision or societal
control than the professions (Etzioni, 1969:v). @esthe fact that those terms are
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conceptually distinct, the definition of professicemains a contested field among
theorists. This is exemplified by Freidson (1988)ew he argues on the academic
controversy on the definition of professions an@ #utributes used to define
professions, as the differences among the “tradhtiostatus professions” (e.g.
doctors and lawyers) are “too great to allow gelisa@ons” (page 41). Most of the
disagreements about the attributes for definingfgsgions come from these

differences, Freidson (1988) argues.

Given the definition that professionals are workeh® are part of a group that has
formalised credentials, a more generic definitiondccupation can be summarised
as a way of locating people within a labour procascture, or simply “just areas of
tasks in a division of labour” (Abbott, 2005:322s an operational definition to be
used throughout this study, the teoetupational workwill be regarded as paid work
which does not have the status of professional wibr&t is, occupational work is
work which does not offer the worker the same Hgttius, exclusive jurisdiction and

membership control that a profession does.

There is also, as noted by Hall (1983), the issu@rpexisting popular idea of
professionalism and the professionalism as predentsociological analyses, which

are two very different perspectives:

“Management and administrative theory and practieat the professions as
though they are a distinct category. Activitiesdagerse as client movements
which seek to undermine aspects of the power basere professions, and
writers who seek profit from disseminating inforinatabout avoiding probate
or selling one’s own real estate are seldom, it ,esencerned with sociological
debates about the nature of the professions. A aompasis of evaluation for
many kinds of positions in organisations is whethienot the incumbents are
acting professionally” (Hall, 1983:13).

The popular idea indicates that being professionabns “acting professionally”
(Hall, 1983), simply signifying that people are topationally competent” (Watson,
2002:95). Hall argued that it is important to caolesi this popular use as it may
“contain additional elements which would contribute a more complete

understanding of the phenomena of the professid®83:13).
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Changes and professional work

Research on professions also focuses on the chaffgesing professional work.
Global changes impact on the organisation—profaatsorelationship. Indeed, there
is an intersection of the fields of interest thateern the study of professions and the
study of organisations (Hinings, 2005). The twddgeare sometimes related and
sometimes separated. However, there is currentesitan both fields together
“centred on the nature of professional organisatiamd the ways in which they are
changing” (Hinings, 2005:404). This may refleceadency to give importance to an
associated analysis of changes within the profassibat may impact the way in

which occupations are usually studied.

A few lessons can be learned from this discussioprofessionals that relates to the
importance of studying occupations. Literature shtat studies of the sociology of
work have examined various aspects and various paticams with professional
status, mainly focused on describing and contedtiegmany characteristics that
allow someone to be called a professional. Theas isxtensive list of attributes and
organisational facts that define some occupatisnzafessions. However, one could
argue if studies on individual professions wouldhtabute to a more holistic
understanding of professions and other occupatiditisough studies on professions
might present an understanding that goes beyond theapublic perceive as a
professional, as well as an understanding that smakear what the professional
him/herself understands and perceives as beingegsinal, it remains an open
guestion as to whether such an approach can beedpi other occupations.
Another argument has been raised that the listatufes that classify someone as a
professional should not be as important as howp#rson achieved their position as

a professional (Klegon, 1978).

In addition, studies on professionalism may, firstiontribute to subfields of studies
of occupations as they may develop concepts aratiéiseon issues such as gender,
power, control and status that would also be ingmarto the development and
understanding of other occupations with no protesli status. Secondly, studies on
professionals might contribute to the developmet anderstanding of occupations
to the extent to which they look at some aspectsark structure. However, they are
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not potentially helpful if it is considered thatethorganisation of professional
workers, the ones with the status of professiondiffers from occupations not
included in this category. Occupational workers lddwave to be organised in such a
way as to have enough grounds for comparabilityamnd result “the nature and the
degree to which an occupation is organised could/ieered as a major missing

attribute of the more traditional model” (Hall, 1282).
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2.3.3 Other occupational groups

Recent studies on specific occupational groupsream occupations such as care
work (England, 2005), service work (Howcroft andciirdson, 2008) and retail
work (Anderson et al., 2011; Darr, 2011; Felstelaal.¢2011; Gatta, 2011; Grugulis,
Bozkurt & Clegg, 2011; Huddleston, 2011; Jordanl2ZKlaveren & Voss-Dahm,
2011; Lynch et al., 2011; Mulholland, 2011; Nickset al., 2011; Price, 2011,
Roberts, 2011; Tilly & Carré, 2011). Studies orailetvork are examples of a large
amount of quantitative research and authors arguie significance of researching
retail work as the “new generic form of mass emplext in the post-industrial
socio-economic landscape” (Bozkurt & Grugulis, 2@)1The interest in retail work
is due to the fact that the retail work sector dmsncreasing significance to society

and employs a diverse group of workers.

2.3.4 Individual occupations

After considering that classifications look at glpes of occupations and that the
literature also presents work on groups or categoof occupations, it is also
important to note that the literature on occupai@bso presents rich studies on

individual occupations.

In studies of individual occupations, it is possilib find a great variation with
different disciplines that look at various aspecfsoccupational work. Research
today looks at long-standing professions, sucha$ods and lawyers (see Muzio,
2010, 2011), and those new professions, such aesuteachers, and others that
expand the professional category. Studies lookratepsionals’ relationship to a
changing organisation and how they are subjecthemge. However, the literature
focuses more on analysing “professional organisatiper se rather than

professionals in organisations” (Hinings, 2005: 05

It is also important to acknowledge the emergentestadies of some niche
occupations, such as, hairdressers, tattoo artistyy work (Wolkowizt, 2009:855-

856), also called the “body work economy”, whictvéadeen receiving attention in
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many academic journals. However, this might denratesta new trend in research
towards a more distributed evaluation among diffecupations. That is, maybe
the development of studies looking at a wider \tgré occupations, professionals or
not, could be a move towards the end of the tendenbave many studies in a few
specific occupational groups. When Roth et al. §9@viewed the literature on the
sociology of occupations, they faced the issueavirtg too many occupational case
studies but not well distributed in the existingwgations. In addition, at that time,
most studies were focused on the better known aoré prestigious occupations that
would receive extensive study while the “more lowdgcupations are the less
attention they would get” (Roth et al., 1973). Theture today has changed more in
this respect.

Consideration of the extant literature reveals m@®rable richness and breadth in the
study of occupations. However, there is less ob@g$ on how individuals both

experience an occupation as well as how they datestihe occupation.

2.4 How occupations are studied

As explored in the previous section, occupatiores @esented in the literature in
relation to the SOC that looks at all occupatiansaddition, occupations are also
explored in regard to groupings or categories, sashprofessional and non-
professional occupations and occupational groupisigsh as retail work. There are
also studies in the literature on individual ocdigres, presenting a vast and rich
picture of many different individual occupationig section now focuses on how

occupations are usually studied.

Most studies of occupations that use classificatiane quantitative. “For most
guantitative analysis, occupation means the (ctirtask, given by the SOC codes
and the triple-digit census classification. Suclalgsis makes strong assumptions,
especially about change in the occupational sysiteen time” (Abbott, 2005:322).
Thus, what the extant literature shows today isa@ety of quantitative studies on

various trends in the nature of work.
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The categories and groupings of occupations armdiestueither in quantitative or
qualitative analysis. While existing literature amdividual occupations includes
quantitative studies that look at, for examplepime, segregation, and satisfaction,

most such studies are qualitative.

One example is a noteworthy work undertaken byear 1996. He draws on a set
of ethnographies to propose an empirically groundestlel of technicians’ work
(1996:404). His findings show evidence of appammoblems facing organisations
that employ technicians but fail to recognise tladure of their work. However,
Barley’'s was an example of a study which focusedtlon nature of work. He
contributed to the studies of occupations examiringw models of work and
relations of production that affect changes indhasion of labour and occupational
structure of a post-industrial economy” (Barley9&204). His core questions were
“what do technicians do and what do they know?’ri@a 1996:404) and his
findings showed that “the emergence of techniciams'k may signify a shift to a
more horizontal division of substantive expertisattundermines the logic of vertical

organising...”.

The literature has been stimulating more empimgalk on occupations from a wider
range of perspectives than mentioned above. liggested that future research may
well assess multiple dimensions of change over noagsypations, the nature of their
work and their experience, as some debates havéewt sensitive to particular

themes nor particular occupations.

2.5 Other literature relevant to understanding occu pations

Conceptual developments in the wider study of waldo impacted on the study of
occupations. Those contributions, as explored betoghlight a component of some
kinds of occupations thus providing a useful condep differentiating between

occupations.
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2.5.1 Labour Process Analysis

This study argues that the potential contributibistadies of work and occupations
can be well developed when analysed through the dém.PA, as it is the tradition
that mostly attempts to present a picture of whedpbe do and what is in the

occupation, the nature of the work.

One important impact of Marx’s ideas on modern wamkl organisational sociology
is the use of his concept of ‘labour process’ which “perspective which combines
interests in employee behaviour, employment ratatind questions of work design

and organisation” (Watson, 2012:69).

Historically, LPA brought together a range of pBs&verman debates on the labour
process. It concerns the dynamics of work startettes the publication of
Braverman’s (1974) Labour and Monopoly Capital aschoted by Smith (2009:5),
“part of a labour process perspective directly giby Braverman’s methodology is
to look ‘behind’ the claims of formal classificati® and espoused management
paradigms and this still informs contemporary debatbout a supposed break from
Taylorism”. Braveman'’s thesis was that the pursiiitapitalist interests resulted in
the deskilling, routinizing and mechanising of fbbs. Considering workplace and
employment relations as dynamic issues, “the naticthe workplace as a contested
terrain is a central motif of Labour Process Th&ofyhompson and Harley,
2007:149). In considering the contested naturengpleyment relationships, LPA

looks at a number of features as important elemaamdysing the dynamics of work:

“Work tasks and their constitution (including theutine of repetitive or
fragmentary work tasks), skill use and control awer method and performance
of work (including the deskilling of particular jeband application of
technologies), the intensity of work and the degofeeffort exercised by
workers in the course of their work, and the lesadl type of control exercised
by management over labour and the labour proc&gebéter, 1996:19).

Feminist researchers interested in the labour gemse of women were usually
concerned with more features than the core on&gbofir process analysis (Webster,

1996:19) such as the gender content of jobs as agethe workers’ experiences.

49



Gender is also important in relation to conceptsaitrol systems. As argued by
Thompson (1983:230), “there has been a considerableension of our
understanding of the interrelations between germied control in the labour
process”, as gender is also present in studiestodgsign and contemporary studies
on femininity shaping control practices in the wadce. Although the focus of this
study is not on gender issues and although LPAisidered a useful framework,
this study considers the relevance of LPA and dstribution to the studies of
occupations. However, it extends LPA to includeeotielevant elements in order to
analyse occupations more holistically. In addresdimese issues, the framework
proposed for analysis will look at features thatynhave been studied by various
bodies of thought within the LPA tradition; howeyér will look at the proposed
features all together, looking behind formal clasations and giving voice to the

worker.

The conceptual framework proposed in this study i empirically applied in
relation to secretarial work, and will be informieg LPA. LPA was found useful and
appropriate for examining the dynamics of occupetio work and it is
conventionally used to analyse “detailed featuresvork and the experiences of

workers”.

LPA thinkers also debated a lack of subjectivitytie Labour Process tradition
(Marks & Thompson, 2010). Identity has been thessimg subject” (Thompson &
Findlay, 1996) cited in debates of LPA where consavere related to “how to fill in
the hole originally left by Braverman’s objectivisahis self-limiting choice to omit
consideration of worker action and attitudes iratieh to what he regarded as the
long run tendency to work degradation” (Marks & Wmson, 2010:316).

Referring to the analysis of identity within the ARradition and as an attempt to
further develop a “materialistic reading of ideyititMarks and Thompson (2010)
argue that identity has become the focal poiniooicern across social sciences. They
refer to the interest in the connection of identity mainstream LPA by citing
important work developed on the perspective of tidherithat can bring something
different to the debate and which are compatiblén whe tradition of LPA” (Marks

& Thompson, 2010:318). Among those who added t® deibate, they cite Webb’s
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(2006) contribution to the debate on identities @amganisations. Webb (2006:2)
argues that “our sense of self and social idestiiee significantly shaped by our
experiences of organisations, our dependence aon fbe political, economic and
cultural infrastructure, and our development of nemganisational expertise that
reshapes societies”. It is argued that the disonssn work and the debate on
identities and how they are shaped and dependemitgamisations is again, as raised
by Hinings (2005) with reference to the studies mmofessional organisations,
focused on the organisational-self more than tlifeirs¢he organisation. There is a
growing body of insightful research that gives wdhe importance it has for
people’s lives. The literature on identity is orfeleem and it will be explored in the

next section.

2.5.2 ldentity

Another relevant literature that aids understandihgccupations is that on identity.
The word ‘identity’ is itself a contested concepiupt & Rudman, 2010) and has a

combination of meanings. In sociology, identity Inasclear definition,

“it is used widely and loosely in reference to @aneense of self, and one’s
feelings and ideas about oneself, as for exampleeiterms ‘gender identity’ or

‘class identity’. It is sometimes assumed that aentity comes from the

expectations attached to the social roles that eeimy, and which we then
internalise, so that it is formed through the pescef socialisation” (Marshal,

1998:296).

Leidner (2006) offers two sets of meanings of idgnfirstly, a set that focuses “on
individuality, the life history and the social rétans that constitutes the person”
(Leidner, 2006:426); secondly, a set that focuse&collectivity, patterns of shared
identification”. Leidner argues that both sets afamings can be applied to both
“self-conception and how one is regarded and tdebjyeothers” (2006:426). Further
to the definition of identity, it is important toav on the difference between self and
identity when analysing identity issues. Leidnéirst set of meanings of ‘identity’ is
related to the meaning of the ‘self’ as presentetMebb (2006:10), as “our personal
awareness of a continuity of being, which is unjquieysically embodied and (...)

shares a capacity for agency”. For Webb (2006:déntity “focuses on processes of
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categorising people or allocating them to groupsieed, the process of categorizing
others is what differentiates self-identificatiomdaidentification or categorisation of
oneself by others (Brubaker & Cooper, 2000). Peaptecommonly categorised by

others in relation to various areas, such as garger, and status.

It is not different in the case of occupations; discussed in previous sections,
occupations are usually externally identified iway that has no counterpart in the
domain of self-identification: “formalised, codifle objectified systems of
categorisation developed by powerful, authoritativistitutions” (Brubaker &
Cooper, 2000:10) — one example is the SOC.

“The modern state has been one of the most impoaigents of identification

and categorization in this latter sense. In culistraxtensions of the Weberian
sociology of the state, notably those influencedBloyrdieu and Foucault, the
state monopolizes, or seeks to monopolize, not tagitimate physical force

but also legitimate symbolic force, as BourdieusgutThis includes the power
to name, to identify, to categorize, to state wikatvhat and who is who...”

(Brubaker & Cooper, 2000:10)

It is suggested here that the formal codificatibroccupational categories implies
nothing about the variety and the nature of thekwadrsuch categories in the lived
experience of the persons categorized which iste@lao their personal and
occupational identity. The formal classificatiome anerely the ways which powerful

institutions, like the government, use to definedentify who someone is.

Work is an important basis for identity. Althoughsights provided by various
disciplines are useful to understanding occupatidhe foci of analysis are, for
example, usually issues of race, nationality amtlge on which analytical attention
has been theorizing on collective and personaltiggenvith little attention to work
(Leidner, 2006). “Work, however, must be acknowkdigs an important basis of
identity, functioning as a shaper of consciousnasseterminant of status, an arena
for self-development, and a source of social tiople’s relation to work, hence,
influences their sense of self and the sense tthars have of them” (Leidner,
2006:424). 1t is true that “identities of workerseeashaped by the work they do”
(Leidner, 1993:212) and the relationship betweenupations and identity may
require investigation as to whether and how occapatdetermine identities. The
answer is not yet known and this is not the foduthis study. However, this study
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considers the relationship between one’s persaraloacupational identity in terms
of how an occupation is understood by its holder laow the holder perceives other
people’s understanding of his/her occupation. Theamng an occupation holder
ascribes to his/her occupation might be differeoinf what formal categorisations of

occupations might produce, given the limits of fafmlassification.

2.6 The conceptual framework

This chapter has so far presented major issuesgard to the study of occupations,
occupations commonly studied, the reason why thieystudied and how they are
studied. This study acknowledges the importancecanttibution of studies in many
disciplines that consider occupations as being napt to the life of people and to
the analysis of work. However, it is questionableetiher many studies present a
holistic analysis of occupations as a way of untdeding them. That is, despite the
richness of many analyses of occupations thergllis gap to be explored. This gap
relates to a holistic study that provides a deegmet more embedded insight into
people’s work — their work content, context, ancedl experience — by prioritising

the voice of the occupation holder.

Having shown some of the major reasons for the tivedlliterature on occupations
as well as its importance for society, for the oigation and for the individual, one
should argue that theoretical and conceptual dshatthe field of the sociology of
occupations should not separate conceptual develogsnirom “empirical reality”
(Hall, 1983).

This study proposes a conceptualisation of occapatihat is not confined to the
existing conceptualisation of occupations, which asually based solely on skills
and tasks, enforced and represented by occupatitassifications as demonstrated
in chapter 1. It is argued here that those clasgibns and the common definitions of
occupations fail to address the rich and complexidvof people’s experience at
work. According to Bottero (2005:56), “all jobs.).are embedded in wider social
relationships, and the meaning of holding a paldicaccupation is strongly affected
by the social identity, networks and life trajegtaf the people in that job”. It is
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suggested here that the concept of occupation zedded in this holistic view of
occupational work, holistic meaning that occupatiane not only a group of tasks,
but that occupations are constituted by tbatentof work, thecontextin which

work is experienced and by the individliged experience

Occupations are “real social things”

Abbott (2005) argues that occupations have thraéties: firstly, that the various
depths of a life course experience are the matariathich occupations are built.
Abbott builds his arguments highlighting that hensiders occupations as “real
social things”, not just a set of categories inahhpeople are assigned, thus locating
them in areas of tasks in a division of labour &8Q2); secondly, the idea that
occupations are “particular and enduring groupsp@dple”, that is, occupations
involve sustained membership of the occupation&ddroto a specific occupation;
thirdly, “conceiving occupations through their ihstions — associations, unions,
friendly societies, licensing boards, and so or00&322). Abbott argues that the
various research areas are usually differentiatgdtheir choice among these
concepts — or these realities — of occupations.tMosntitative studies consider
occupations as groups of tasks, while new labostoty looks at occupations as
institutions, such as unions, family and employmstructures, “although also
amassing data on occupations as groups of peoglegaten moment” (2005:322).
The literature on professions, however, is one timsists on all three aspects all
combined, disdaining those occupations unable tmect an enduring group of
people, a set of institutions, and a task area0%28P2).

Although Abbott’s conceptualisations on the mearmhgccupation go a step further
than others, his argument about where and howdtiemof occupation is applied in
research is one view about the development andrstaaeling of occupations in
general. This is because Abbott (2005) affirms kisiotion of occupation as a “full
social entity” can only be applied to the professiand crafts. As he argues: “If any

occupations are full social entities — tasks, peopind organisation — it is the
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professions and crafts. | focus ...on the professiahgch are larger, more powerful,
and growing; the crafts are in demographic decl(2€§05:323). He also argues that,
demographically, professionals remain longer indbeupation than other members

of occupational groups.

Abbott (2005) suggests that any serious study oftipations should evaluate how
and when these three elements he proposes cant begether in order to answer
guestions such as whether a task can be, or dtaesk area remain, unified across
time, how groups of people remain in the divisidnlabour when they and the
institutions age and how occupational structuresvgrdevelop and die. Many of
these questions are answered in relation to professn Abbot’'s major work
(Abbott, 1988, 1991, 1993, 2002).

Although Abbott’s full social entity notion is vehelpful, it is interesting to consider
whether the professions, as “full social entitieg’®, as Abbott argues, the only set of
occupations to be used as objects to further stfdgccupation using different
dimensions and aspects of their organisation okvemrd of the workers’ personal
experience. This study intends to take another atepdevelop it further. The “full
social entity” concept may not only be relevantthe professions —it might also
apply to the non-professions and underestimater ofthevant aspects of occupations
such as the ones informed by LPA.

Content, context and lived experience

Considering this an approach that does not loalcatipations as just categories and
building on:

1 - Abbott’s framework of occupations as “real sbthings”;

2 - The existing studies on occupations that cbuted to the development

and understanding of occupations;

3 - The existing analysis of occupations that ldekailed examination of

the occupation from the point of view of the ocdigraholder;
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4 - The LPA as a theoretical engine to look at pations holistically, that
given its attention to the changing nature of warknight aid more elaboration on
how occupations are perceived and identified bywioeker within this proposed

holistic structure of analysis.

This study will attempt to present a holistic viefvan occupation, when holistic
means a consideration of an occupation as more ahaollection of tasks and not
separable from the individual who occupies it ane tontext in which the role is

undertaken.

This research proposes a framework that extendsot®bb‘full social entities”
concept and intends to look at and beyond the uthmihes of analysis and
categorizations of occupations. Informed by LPApilibposes a three-dimensional
analysis of occupational work, which focuses on wwgk content, framed by the
worker’s lived experience as a way of understandamg occupation; without
disconnecting it from the context where work is emadken. There is a rich tradition
in the LPA that can potentially inform this studgdabring new insights into the
labour process of an occupation. Changes in orgaoins and in the organisation of
work destabilise work, its content, and context dwade direct impact on labour
power and control. This changing context affectsola power and LPA relates to

this “indeterminacy” in its tradition to analyse o

LPA “generated fresh insights into how work relasaare structured
and de-structured (...) mobilized or generated irgdapart by the
indeterminacy of labour power, This concept of ardeterminacy of
labour power’ is central to the traditions of labpuocess analysis and is
rooted in a basic Marxist distinction between thpacity orpotentialto
labour (e.g. hiring labour on an hourly rate) amelrealizedlabour in the
production of goods or services” (O'Doherty & Wibth 2009:932).

The three dimensions are interconnected and togéktiey may present a way
forward to understand an occupation and its conigsx Therefore, to understand
occupations it is necessary to analyse various ooemnts of the three dimensions as

argued.
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Therefore, this study presents an approach thdt avit PA lens may reveals the
richness and breadth in the study of an occupalibis approach will focus on how
individuals both experience an occupation as wsllh@w they constitute the

occupation.

Building on Abbott’'s framework of occupations aslvas the existing studies and
analysis of occupations that although useful th&yl &ack analysis on the
occupational holder’s perspective, this study ukem to build the a broader way of

analysing occupations.

2.6.1 The content

The content of the job is central to the understandf the job itself. In looking at
the content, it is argued that there is a neechtterstand contemporary occupations
and what tasks are required from the worker forheis distinct job. The skills
required are also important to understanding tlesgnt state of a given occupation.
The skill base of an occupation will bring questioregarding the occupation’s
knowledge base and what education and training inighlike in the occupational
field.

Despite the evidence of a growing literature explprcertain occupations, these
studies are driven by interest in specific occupetirather than occupational work.
Although growing but still lacking attention to senoccupational groups, studies
today lack focus on the work itself and what theupational holder does. Abbott
(2005:309) is right when he says that “...it is abwurkers as an unconnected,
categorised mass that we know the most”, not atlmutvork itself as it is claimed

here or how the work is experienced in context.sTsiudy acknowledges the
importance and contribution of Abbott’s “full sotintities” notion, however, it will

adapt his concepts to a non-professional occupation

Based on the Labour Process main features of asadgspresented, the content
dimension will be analysed in relation to: taskkills knowledge, training and

education.
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2.6.2 The context

With a holistic approach, this study argues foreaploration of occupational work
giving attention to the context in which work is demtaken. It will explore
occupational work as a whole; this means that ‘scdjgtion and interpretation of a
person’s social environment, or an organisatioxtemal context, is essential for
overall understanding of what has been observethgldreldwork or said in an
interview” (Patton, 2002:59). This holistic apprbaassumes that the context is a

central aspect to understanding an occupation.

The context in this framework relates to the pliscehich the work is undertaken. It
considers the place of work, as well as changeldrorganisation or design of the
work and in occupational structure and the sociadl @ollective organisation

involved in the occupational work. The context vad analysed in terms of the main
facts surrounding the occupational work under amsalyhat brings meaning to the

understanding of the occupation.

Collective organisation is also important to mag way individuals work — whether
they tend to work on an individual basis or mordleotively — and the social

location and dynamics of these possible interastion

Still in the context of occupations, the conditiohwork in the organisation is an
important point for analysis. It is related to splatocation (the nature of the
organisation) and social location (who workers tdgrwith). There is an unknown
dimension of the growing variation in settings wheccupational work takes place

and the implications this diversity has for theiow$ of occupational work.

One example of the importance of the context incwhabour is undertaken is also
considered by LPA when analysing managerial corgn@tegies. It is argued that
“managerial activity should be understood not aaigiitforwardly imposing upon

employees the work tasks ‘required by capital’ &sitengaging in a competition for
control with employees, albeit in the same longnteénterests of the owner of the
capital” (Watson, 2012:159). Watson (2012) arguest the way this managerial
control is exerted on the labour process may vacpraing to circumstances. These

circumstances are all about the context of the uabmrocess. The context is
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important and it affects labour in different wasamples of context variations are:
firstly, managerial intentions and practices mayyvfom one organisation to

another, that is, they are dependent on the orgiammsl circumstances and goals;
secondly, national or cultural differences also aoldhe study of labour process

analysis.

It is clear that to understand occupations andetbez the nature of occupational
work there is a need to recognise the importandatmur context. Individuals see
things differently and act differently in differentganisations and in different times
and situations. Some occupations are inherentlyedaand present in different
contexts. One example is the secretarial occupa®argued by Webster (in Purcell
et al., 1986).

In attempting to build from the Labour Process nfaatures of analysis, the context
dimension will be analysed in relation to: changesial and collective organisation
and conditions of work and other contextual aspélcts may be raised by the
occupation holder.

Gathering data on multiple aspects of the phenomedar scrutiny is important to

support the holistic approach as proposed andgagd by Patton (2002):

“To assemble a comprehensive and complete pictutkeosocial dynamic of
the particular situation or program. This meanst tha the time of data
collection, each case, event, or setting underystimbugh treated as a unique
entity with its own particular meaning and its oeamstellation of relationships
emerging from and related to the context withinakhit occurs, is also thought
of as a window into the whole...” (2002:60).

The above quote argues how the context in whichvitr& is undertaken may help in

providing a comprehensive picture of the objectarrahalysis.

2.6.3 The lived experience
The lived experience of the occupational workerarother important issue for

analysis. It is believed here that the lived exgece of the worker may reveal the

occupational meaning for the occupation holder. Bleeupation holder’'s lived
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experience relates to everything they have expegkithrough life, which has direct
relationship to their identity. Lived experienceatves all aspects of one’s life, “the
totality of life” (Manen, 1990:36). Arguing on thghenomenological significance of
lived experience, Manen (1990:36) relates livedegigmce to “relating the particular

to the universal, part to the whole, episode talityt’.

Analysing lived experience, it may be possibledokl at an occupation in terms of
the totality of the occupation holder’'s experiemtea more personal aspect as well.
The occupation holder’s lived experience is whatpgs the sense of self, relating
the individual to their personal and occupatiodainiity, and in the context of work,
to their occupation content and context. As an etamsocially, occupational
workers’ career history and entry paths may havpligations to their relation to

their occupation, and each aspect may vary frompenson to another.

Lived experience here is considered to be how ticemation holder feels in relation
to his occupation; how the occupational worker nsakense of the occupation in
relation to his/her lived experience; how the holceeme to occupy the role and how

he/she occupies the role.

2.7 Conclusion

The aim of this chapter was to present studiesakwnd occupation undertaken in
different disciplines, and set the theoretical osasg and the framework that will
drive the methodological decisions for this stu@yne important aim of this chapter,
however, was to raise the argument that the lileeabn occupation needs to
consider more deeply a detailed examination of ékperience of occupational

working from the point of view of the occupationldher.

The contention that occupations matters is a pawerie. Krause (1971) discussed
people’s relationship to their occupation or prefes, and the idea that we cannot
understand an occupational group by enclosing it“an specific time and
organisation” (p. 3) and not considering the indidal’s relationship to his/her
occupation. For Krause (1971:2), this relationsispcomplex, some dimensions of
it being conscious and others unconscious”. Krauagjuments strengthen the idea
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that an occupation cannot be understood if theviddal is not considered, not even

the complexities involved in the individual’s retatship with his/her occupation.

In conclusion, a criticism that this study raisesthat the sociology of work and
occupations and the related areas that also anatysgations present a conceptual

lack with regard to the understanding of occupaéism holistic entity.

There is a lack of theoretical development in theedfion of understanding
occupation, the meaning ascribed by the persoh the way a person experiences
and understands the occupation and the way theextomt which the person is

inserted may affect or not the perception of theupation experience.

It is argued here that the holistic approach isseful way of understanding
occupations. Abbott (1993:187) states that “chanmgesccupations cannot be
constructed without the work system that enfoldsrth so occupations need to be

studied not in isolation from other aspects thatr@ate the occupational experience.

The holistic approach of the proposed framework stildy occupations in relation
to the complexities that are involved in work, wsthree dimensions of occupational
work for analysis: the work content, context, angd experience. This approach
will be applied in relation to one particular ocatipn — the secretarial occupation —
then it will be evaluated as to its appropriatertesthe study of occupations. This
approach will use LPA as the core features of LA nform the presentation of
the findings.

The empirical focus of this thesis is on the secrat occupation. In order to
understand the contemporary work of secretariest@amshswer the questions raised
in this study regarding occupational work, it i®rdfore necessary to explore the
definition of secretary and the complexities sunding this occupation and to assess
secretaries’ work by applying the framework prombsene next chapter will look at
the secretarial occupation as a category to uradeisbccupational work. The
empirical focus on secretarial work brings impottarsights to the debate, as the
kind of work people do is central to their self acallective identity and to the
identity people ascribe to them (Leidner, 2006:43Wtwithstanding the unique
characteristics of this group of occupational woskihat make it worthy of analysis.
These characteristics will be presented in moraildetthe next chapter.
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CHAPTER 3: SECRETARIAL WORK

3.1 Introduction

The purpose of the previous chapter was to reviewliterature on occupations and
propose a conceptual framework for analysing odooips in terms of the work
content, context, and the lived experience of tbeupational holder. This proposed
framework will be tested in relation to secretamadrk. Before doing so, however,
this chapter presents a review of the literaturesecretarial work starting with a
historical account of research on secretarial wamkl definition issues. Then, it
revisits studies on secretarial work over the ldstades, highlighting their
contribution and limitations in general, for a jp@ustar evaluation of how far existing
research on secretaries addresses the three diamenghat are important in

understanding occupational work.

3.2 The secretarial occupation

Despite preconceptions, either by academics ogémeral public, that the work of
secretaries could be extinguished due to technmdbgidvancements, secretaries are
still found in companies today. In a contemporasyp-4academic book that addresses
secretaries and personal assistants (PAs), Fra&@@®) presents a picture of the

‘assistant’ and argues on the future of the secattale, as she says:

“The advance of technology is changing the roléhefassistant, but it is still as
important as ever. There will always be a needafsistants, either in the more
traditional role of diary management and PA-typ&eduor as office managers,
project managers, event managers and so on. Todsgfistants are expected to
multi-task as well as being multi-skilled. They efthave university degrees
and are able to speak more than one language. O$slly have the most
important problem-solving skills and are the fisknow exactly what is going
on in the company, whether because they work ferttdp people and have
access to confidential information or because th@gep their ears to the
ground’ and know what's going on in the organisat@s a whole — through the
‘grapevine’.” (France, 2009:206-207).

Given the presence of secretaries today in orgtmmsa and predictions of an
occupation that will be kept as part of the labouarket and will develop, it is
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important to know its history. Although there is chuattention paid in the literature
to the history and changes in clerical work, thereaot much on the history of the
secretarial role. From existing evidence, the rsedtion will present a historical
account of the secretarial occupation as well asgating a discussion in relation to

the definition of ‘secretary’.

3.2.1 History of the secretarial role

According to Sabino & Rocha (2004), the secretav@upation can be historically

associated with scribes from the Egyptian era, wbarbes appeared as required
workers who developed important roles in bureaux@anisation as part of social

history (2004:4). The scribes constituted an imgoaroccupation in that era, as they
had opportunity to follow a career in public seevior as property administrators as
they had a wide variety of knowledge, including Ingghatics and accountancy
(2004:40). They used to work for the church and stete, having a privileged

position because of their ability to read and wfiteuss, 1992).

The scribes relate to the secretarial occupatidithey had the task of writing down

the dictation of their superiors. For that they Wosit with their legs crossed,

stretching their skirts out as makeshift tableserehthey would lay the papyrus to
write on with a feather quill or reed brush” (Sab# Rocha, 2004:5).

Figure 3.1: The Scribe
Louvre Museum, Paris.
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Clerical work emerged as a significant occupatiocaiegory in the nineteenth
century. “Many of these early clerical jobs werdideis and repetitive; ledger clerks
entered figures and did elementary arithmetic, @pycopied documents all day
long. Wages were rarely high enough to put cledkslly into the middle class. Even
job security was often out of reach. Clerks faceshdent layoffs from periodic
business depressions and bankruptcies and werelofeedl as temporary workers to
do copying, addressing, and posting jobs by theepi&ew of them realistically

expected to rise to positions of executive rankfd®, 1992:175).

According to Strom (1992:173), in her analysis @ifce work from 1900 to 1930,
“historical treatments of office work have emphasizthe conjunction of

mechanization, scientific management, and the gnioinvomen as clerical workers”.

Women started to appear in the office in the 193dsn they were employed to
operate machinery such as typewriters. The SecoaddvWVar contributed to the
explosion of female office workers and slowly thecame a regular kind of worker

In every organisation.

Historically, people drifted into secretarial woakier studying basic shorthand and
typing, often beginning in the typing pool and mesging from junior to senior
secretary, then to personal assistant. For mangstthrough lack of opportunities in
the workplace; for others it was a stopgap betvsstool and marriage. There were
certainly no opportunities for advancement beyohd limited secretarial world
(Cox, 1998:ix).

In the years when women started to move into theudaforce, job discrimination

kept women out of highly-rewarded jobs (Abbott, 2(B24) and as a result “in the
glory years the labour force was full of extremedgnart and well educated
secretaries, a group that largely disappeared fitmanlabour force once the great
affirmative action settlements of the 1970s madauth easier for such women to

become lawyers, executives and doctors.”
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3.2.2 Definitions: What a secretary is or what a se  cretary does

It is important to define what a secretary is. Hoare such definition is presented in
the literature as a complex issue. Evidence shbaswhat a secretary is might be
linked and described by what a secretary does. Ehidemonstrated from the
definition of the word. The word ‘secretary’ dersvédrom the Latinsecretum
meaning keeper of the secrets (Cox, 1998); “in melitimes a secretary was the
person who dealt with the correspondence of thg, lan other high-ranking person,
and consequently with confidential and secret mafte.)” (Vinnicombe, 1980:8-9).
For France (2009), secretaries today do much mben twhat was usually
understood by being a secretary; she argues tha} tiey were originally called
secretaries because they were the holders of sethey still fulfil that role, but do
much more” (France, 2009:207).

Practitioners’ literature from the 1980s (Eckersleynnson, 1983) attempts to define
‘secretaries’ through a description of their breadpe of duties and from analysis of
job advert requirements for secretarial positiddarfing, 1985). Harding (1985:59)
also points out that it is important to consideatttsecretary’ will mean different
things for different people and that the main thisgo “recognize the distinction
between secretarial duties and responsibilitidgerathan having a concrete meaning
for secretary”.

Pringle (1989:22) also points out that secretamairk can be described in
“professional terms” and it is usually done by a&dding communications and
administration. “A secretary’s task is to faciléatommunication between her section
or department and the rest of the organisationedsas the outside world of clients,
customers, and suppliers. This task involves baitiem and verbal forms. She may
draft correspondence herself, or work from longhemgly, from shorthand or from a
Dictaphone. She may type and circulate lettergrteppapers or minutes, or pass all
but the most confidential down the line”. For Vioonmbe (1980:9), although a
variety of tasks are associated with the secratargompanies today, the original
notions of confidentiality and skill in writing caaspondence are still elements most
traditionally linked with the occupation. An exarapbdf what a secretary is by the
skills and profile required can be seen in Apperkdix
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Titles

To further complicate the issue of defining sectatavork, today there are different
secretarial titles (Stanwell & Shaw, 1974:14) imganies and organisations in all
sectors. The secretarial functiohas changed its title to personal assistant (PA),
personal secretary, and admin secretary (Stanw&h&w, 1974). The titles varies
among ‘secretary’, ‘junior secretary’, ‘senior sgary’, ‘personal assistant’, ‘admin
secretary’, ‘admin assistant’ and there are alsosipecialized secretarial positions
(Eckersley-Johnson, 1983:8-9) that give some samtest titles such as legal

secretary, medical secretary and chartered segretar

This variation in job titles resulted in compang® recruitment agencies not being
consistent in the way they advertise jobs (Carysfod997); making a clear
definition is still an obscure issue. With a brlebk at websites of employment
agencies it is possible to find various titles ihieth the position for a secretarial
function is advertised. Whilst some job advertsegilie title of ‘administrator’ or
‘admin assistant’, others will simply use the titdecretary’. Carysforth (1997:13)
also suggests that at the beginning of the 1998 ttvas a trend in organisations
towards replacing secretaries and PAs with admatige assistants and
administrators. She suggests that this was caysadvuances in computerisation that
allowed executives to do most of the routine wdrknmselves. Carysforth (1997)
identified this trend as a positive career prospactecretaries because there would

be more career opportunities for secretaries inrgdés that incorporated high-level

® The term ‘secretarial function’ in this study wiké used to refer to the job of a
secretary, the nature of the position or the egerof secretarial work. To describe
what secretaries do will be covered by terms saehbretarial tasks’ or ‘secretarial
practices’.
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IT skills. However, Carysforth does not consideattthis trend may not signify a
positive career prospect as the replacement ofetems for ‘administrative
assistants’ may not mean a change for a bettetigrgsit might be only one result of
the title variation across different secretariddgoand the inconsistency caused by

this variation.

Some authors agree that it is difficult to describe exact secretarial role as it
usually varies according to the nature of the gbistrrison, 1985:299; Thurloway,
2004), hence the importance of the context of therk. As Cohn (1985) notes,

“Secretaries are expected to handle whatever alesiitd minor administrative
problems their employers are likely to be facechwRroficient secretaries, as
they gain experience, usually learn to provide sety of services beyond
merely typing dictated letters. This can entail idong information on
commonly used files, composing routine statememtdrequently sent letters,
or making practical arrangements for the solutiohpetty problems. (...) this
can mean the substantial transfer of responsililiizn executive to secretary.
Examples involve those secretaries who graduatandling some of the duties
of the executive himself and secretaries who cellud the protection of
deficiency, such as covering up for an alcoholf{€dhn, 1985:185)

This expansion of responsibilities is very compaapwd person-specific (Kanter,
1977; Cohn, 1985). This may depend on the secrstgualifications and the need
of the employer (Cohn, 1985). It also can be depehdn the nature of the
relationship of the secretary and the line manader.Cohn argues, “different
individuals have their own routines and requirefedént responses from their
secretaries. As a result, good working relationshape often difficult to achieve.
When this occurs, executives work to preserve thieseby taking their secretaries
with them from job to job.” (Cohn, 1985:185).

It is agreed that there is no single answer todguestion ‘what is a secretary?’
(Pringle, 1989:2, Thurloway, 2004). According tangte (1989), statisticians as well
as industrial sociologists attempt to answer thiestjon by describing the tasks
which secretaries usually perform. Neverthelesgresary is one of the few
employment categories for which there has nevemn beeclear job description
(Pringle, 1989). Describing what a secretary is rbayvery difficult as it has a
relation to the nature of office work, which covens amazing variety of jobs and

functions. Pringle (1989) also points out thatsitdue to the continuous efforts to
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acquire recognition as skilled workers and to imprathe conditions of the
secretarial occupation that it becomes feasiblartswer the question “what is a
secretary?” by developing a job description (198%:2

Occupation classification

Another way of defining secretarial work is by tR®C. The SOC, as discussed in
Chapter 2, is used in official statistics in order understand and monitor the
contribution of “human resources to the nationabneeny. A key attribute of
employed persons is occupational skills; theseaamired partly through formal
qualification, but largely through work experiendSOC, 1991). The SOC presents
a skill-based categorisation in order to defineetacial work. Table 3.1 presents the

ways the SOCcategorizes secretarial work in its last version:

SOC 2010

4 Major group — Administrative and secretarial ocdigres
42 Sub-major group — Secretarial and related occupstio
421 Minor group — Secretarial and related occupations

4211 Medical secretaries

4212 Legal secretaries

4213 School secretaries

4214 Company secretaries

4215 Personal assistants and other secretaries
4216 Receptionists

4217 Typists and related keyboard occupations

Table 3.1: SOC 2010 categories of the Secretarial Occupation
Source: SOC (2010), ONS

" For more details of SOC’s principles, concepts enitéria of classification and grouping please see
Chapter 2 and SOC (1990, 2000, 2010).
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Categorisation of secretarial work is useful asdbeupation can then be recognised
and compensated (Wichroski, 1994). However, in dase of secretaries, as
Wichroski (1994:34) argues, “much of (the secrégryole goes unnamed and
uncategorised, a problem that is exacerbated bylitfieulty of super-imposing an
economic model onto work tasks that are not comsdlelabour”. These

unrecognised tasks will be discussed in the folhgngections.

Ideal typical occupation

Barley & Kunda (2001) argue that secretaries areqfahe group labelled as “ideal
typical” occupations. Ideal typical work “is an &lagtion that captures key attributes
of a family of occupation. Like the language of wohowever, ideal typical
occupations are temporally bound, historicallyati&a, and beginning to show signs
of age. When the nature of work changes, the coetiruse of an ideal type may
obscure more than it reveals” (Barley & Kunda, 283). For example, an ideal type
secretary may invoke an image of a lady who sitéraea desk, types and answers
the telephone all day, enduring in her subordirpatsition and loyalty to her line

manager. Today some secretarial work bears lgdemblance to this image.

For the purposes of this research, a practicahtiein of secretary is considered as
anyone employed by the job title of ‘secretarygaglless of any specification such
as legal, medical, school or other additional titlat might imply different tasks and

work context. This research, however, focuses oat wie secretaries do.

Having considered the history and definitions imeal in the secretarial occupation,

the next section will examine the existing literaton secretarial work.

3.3 Reuvisiting studies on secretarial work

Secretarial work is an occupation that has beeeareked in many areas of the
social sciences. The work of secretaries has besargd in different studies and
they contributed to the analysis and understandingdifferent issues in people’s

work as well as in the organisations. Analyseseofetarial work were undertaken in
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the 1970s (Benet, 1972; Bowen, 1973; Silverstof&41Kanter, 1977 and Glen &
Feldberg, 1978), in the 1980s (Vinnicombe, 1980|dg, 1986; Webster, 1986;
Stace & Donald, 1988 and Pringle, 1989), in the0¥9@Iruss, 1991-1992-1994;
Strom, 1992; Thurloway, 1992; McCarthy, 1993; Pengl993; Giles, Valle &
Perryman, 1996, Maguire, 1996; Pilgrin, 1997; Sot& Gottfried, 1999; Lovell,
1999; Kennelly, 1999) and in the 2000s (Khalid, @0Bake, 2001; Kennelly, 2002;
Leung, 2002; Kilcoyne, 2003; Swift, Khalid & Cullyford, 2003; Thurloway, 2004,
Nencel, 2005; Rumbelow, 2005; Kincaid, 2005; Sadsary, 2007; Beaton, Tougas
& Laplante, 2007; Nencel, 2008; Skilton & Bravo,08) Truss, Rosewarne and
Alfes, 2009 and Truss, Alfes & Rosewarne, 2010site the attention given to date
to empirical studies with secretarial workers ia tiventy-first century, there are few
contemporary accounts of secretarial work that exarits contested nature and its
occupational identity. Indeed, most of the bookd amsearch published still lack
empirical material that shows the workers’ peraaptof their occupation and their
work experience in relation to their work. Most thie research-based work with
empirical focus on secretarial work analysed varitactors involved in secretarial
work, with more occurrences of gender- and techygslelated themes, as pictured
in a full chronological list in Tables 3.2, 3.343and 3.5 in the next sections.
Although contributing to the understanding of sfiediopics in social research as
well as to the understanding of one specific afeseoretarial work, such as skills,
the various studies lack a more holistic understandf the occupation and attention

to the secretaries’ subjective experience of wadk the work content.

3.3.11970s

In the 1970s, Silverstone (1974) appears to bditePhD thesis in the UK done on
the topic of secretarial work. She presented aohestl review of office work for
women and analyses different aspects of secretaagt. This study attempted to
analyse a few aspects of secretarial work, howdhermain aim of the researcher
was to examine the occupation within “the contéxivomen’s employment and the
relationship between a secretary’s job and occopaki and social mobility”
(Silverstone, 1974.viii). The study covered aspegctselation to the history of the
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secretarial occupation, education and trainingeeaselection, conditions of work,
use of machinery and job satisfaction. Althougtprésents a good and temporal
picture of the context in which secretarial workswandertaken, as well as how and
why women happened to be secretaries, it doesopktdt the labour process and its
complexities. Silverstone’s (1974) methods invohedjuestionnaire and a survey
(N=46) sent to a selection of secretaries in cérntomdon, selected according to
their place of work and their membership of seciagtassociations.

Another account of secretarial work in the 1970s Wanter’'s (1977) ethnographic
study. Kanter spent a few years working, interviegvand observing workers in an
organisation in order to build a theory as welltasexplain gender relations in a
company. Kanter (1977) wanted to explain the comipés of those relations and
the impact on people who were part of them. Kagpemt a five-year period in the
organisation from where she drew her explanatioth theeories, by contacts with
over 120 people on a personal basis and an adalitt®@® people who participated in
her survey. Kanter starts her exploration of saci@twork by describing the work
of secretaries and the personal and impersonatgsiswvolved in that work; in her
description, secretaries represented “a reservbuafan inside the bureaucratic”

(Kanter, 1977:70):
“(...) secretaries’ desks were surrounded by splastiesolour, displays of
special events, signs of the individuality and gast the residents: postcards
from friends’ or bosses’ travel pasted on wallswsgaper cartoons, large
posters with funny captions, huge computer prirgabat formed the names of
the secretaries in gothic letters. It was secretawho remembered birthdays
and whose birthdays were celebrated, lending difegfie air of occasional
festivity to otherwise task-oriented days. Secietarcould engage in
conversations about the latest movies, and manag&¥s stopped by their

desks to join momentarily in a discussion that \eabreak from the more
serious business at hand (...)."(Kanter, 1977: 69).

Kanter realised that secretarial work was maintgriureaucratisation and remained
the job that involved the most routine tasks inwhete-collar world (1977:70) but
although most of their time was spent on routirtlbe ‘greatest reward was garnered
for the personal’ (1977:70). For Kanter, the waywhich secretaries managed
organisational issues, that is “their strategiasdibaining recognition and control,
and their attitudes, could all be seen “as a respoo the role relations surrounding

the secretarial function” (1977:70). Kanter's (19analysis enlightened important
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facts about corporate relations and changes inabgratic institutions at that time.
However, it failed to evaluate and to explain h@erstaries perceive those relations
and their own status; there is a lack of secrdtagéce on the analysed issues.
Secretaries were portrayed in Kanter's (1977) waska product of a bureaucratic
system and “trapped as an underclass” in the psadatale line managers. Kanter
focused on understanding of the nature of the esgtian, with little regard to men
and women as individuals and she produced a “cdmepeve ordering of the
experiences and reactions of men and women in @@#ns, seen as functions of

properties of their situations” (Kanter, 1977:292).

1970s

Title Year Author(s) Publication
Secretary — An inquiry into the 1972 Benet, M. K. Book
female ghetto

Work values of women in 1973 Bowen, D. American Journal of
secretarial-clerical occupations Community
Psychology

The office secretary: a study of an 1974 Silverstone, R. PhD thesis
occupational group of women
office workers

Men and women of the 1977 Kanter, R. M.  Book
corporation

Degraded and deskilled: the 1977 Glenn, E. &  Social Problems
proletarianization of clerical work Feldberg, R.

Table 3.2: Academic Studies on Secretarial Work in the 1970s

3.3.2 1980s

During the 1980s, considerable literature emergedthe work of secretaries in
relation to technological change in the office (§0f1984; Webster, 1986, 1988;
Stace & Donald, 1988; Thompson, 1988). During tivae computers were being
introduced in the office and the word processonmssk to change the work of
secretaries. Many authors analysed the effectseflsas presenting predictions in
relation to those changes, for example, Barker Boding (1980) who argued that
with the word processor the tasks (referring tastg) would become fragmented

and it would “remove the need for skill in produgimeat, well set out work”
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(1980:91). Most of the existing studies were conedrwith positive or negative

effects of technological change in office work amould in many instances refer to
secretarial work. Questions were raised on thengéxtewhich secretaries would be
affected and what the possible effects would béhenoccupation and the possible

responses from secretaries.

Webster (1986) questioned both the pessimistic thedoptimistic perspectives in

relation to the changes predicted in office worle da the appearance of the word
processor. Webster’'s thesis analysed the pessmigivs on the introduction of

word processing as something that would “bring altbe fragmentation, deskilling

and intensification of secretarial and typing wonkarking the taylorisation of the

office and the proletarianisation of office worke¢g/ebster, 1986:Intro). Webster’'s

(1986) data was gathered from eight offices in Bratlwhere word processors had
been introduced. For Webster, the “technical dnsof labour in the office is seen
as the crucial determinant of the nature of seceg¢tevork and as the mediator of
change in the office” (Webster, 1986:Intro). Howeueer findings proved that no

big or “revolutionary” impacts were seen as mangotists were predicting and

technology alone was not enough to govern the eaitiwork: “technical advances

are only as revolutionary as the degree to whiaky thre taken up” (Webster,

1986:330).

It is important to discuss possible effects of tembgical change in organisational
studies. Literature shows possible negative andipeperspectives on the effects of
technology and some authors agree that it is mosatipe than negative. This
statement confronts Braverman’s (1974) main idedeskilling. Further studies on
technical change point towards a relationship betbw@anagement and technology
and the way that both can impact on skill (Kimbhel a1cLoughlin, 1995; Webster
1991, 1990 cited by Thurloway, 2004:296). Indedurfoway (2004:296) argues in
her literature review that there is a relationgbgbween skill and technological and

managerial factors within the context of secretaviark.

Also in the 1980s, from a sociological view, Croowtand Jones (1984) reviewed
the historical and theoretical debate surroundmegdass location of clerical workers

and administrative workers — particularly as it fise@an the issue of clerical
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“proletarianisation®. They also describe the evolution of the “cleficzdtegory —
focusing largely on Britain. According to ComptomdaJones (1984:43), “not
surprisingly, there has been a considerable amotir@mpirical research on the
impact of computers on clerical and administratv@k. Although there is a near
universal agreement that the impact of automationthe office has been
considerable, disagreement still exists as to itscipe nature”. The issue of
proletarianisation in clerical work has also beddrassed by Matheson (2007).

From a sociological and feminist perspective, thekb“Secretaries Talk” (Pringle,

1989) explores secretarial office relations witaifeminist perspective in attempting
to give women a more visible place in research it separating women and
relations at work. For Pringle (1989), the questainwhat is a secretary can be
answered in relation to three discourses: the difrthe secretary as the “office wife”,

the second of the “sexy secretary” and, the thirdhe “career woman” (Pringle,

1989:5). This is examined by Pringle when explotimg gender and sexuality arena
that permeates the secretarial occupation. Prif$889:3) presents the three
definitions of secretary as they are commonly regméed as women and also
represented in gender terms. Pringle (1989) expeztk this when conducting her
research. She would hear jokes about secretaeésring to them in terms of

harassment, perverts, and sex. People in workpladesre her studies were

conducted thought that a study about secretarieddae a study on sexual scandals.
There are many stereotypes related to secretariethair relations in the workplace,

but she argues that the secretarial skills wereemmelevant than gender issues.
Pringle (1989) stresses that in the modernist cobritee analysis and measures of
secretarial skills became relevant as there is aeemspace for familiar and sexual
connotation (Pringle, 1989:5). Pringle (1989) cartdd her research in Australia and
interviewed a variety of office workers, not onkgcsetaries, carrying out a total of
more than 200 interviews. She was interested irirtHationship between secretaries

as an identifiable social group and the discursigastruction of secretaries as a

8proletarianisation = Although considered an ambigugrm (Matheson, 2007:52), proletarianisation
can be defined “as a shift in middle-class occapatitowards wage workers, in terms of: income,
property, skill, prestige or power, irrespectivevdiether or not people involved are aware of these
changes”.
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category; on the relationship between power strestuand the day-to-day
negotiation and production of power; on the coninest between domination,
sexuality, and pleasure.” (Pringle, 1989:x). Shestjoned what was involved in “the
deconstruction of present structure of class, staand gender”. Pringle’s (1989)
contribution still echoes in many different reséamreas in sociological studies,
especially in relation to gender and sexuality esstas she drew on discourses of
power not on the labour process itself (Pringlé8% Q).

1980s

Title Year Author(s) Publication
Secretaries, Management and 1980 Vinnicombe, S. Book
Organizations

Word processing and the 1980 Barker J.& Capital and Class
transformation of the Downing, H.  10:64-99
patriarchal relations of control

in the office

Technical change in the office: 1984 Softly, E. PhD Thesis

word processing, typing and
secretarial labour

Some problems in the concept 1986 Golding, J. International Studies i

of secretary Management and
Organizations

The effects of word processing 1986 Webster, J. PhD Thesis

on secretarial and typing work

Careers in Secretarial and 1988 Stace, A. and Book

Office Work Donald, V.

New technology, old jobs: 1988 Webster, J. Working paper seriep

secretarial labour in automated

offices

Secretaries Talk: Sexuality, 1989 Pringle, R. Book

Power and Work

New office technology and the 1989 Thompson, L. WRU Occasional
changing role of secretary paper

Table 3.3: Academic Studies on Secretarial Work in the 1980s
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3.3.31990s

In the 1990s, literature on secretarial work shHiftes focus to gender and
employment issues such as career progression. Suweoests still looked at the
issues of technology change and impacts, such adolay (1992); others focused
on gender issues such as Truss (1992a, 1992b, ,18@Qarthy (1993), Pringle
(1993), Maguire (1996), Kennelly (1999). From thesadies, the main concern and
questions raised appeared to be in relation toet@gr as a segregated occupation
(Truss, 1992a, 1992b; Pringle, 1993; Maguire, 198éhder and class (Strom, 1992)
and altogether segregation, gender and class (Hgnt699). Interestingly, those
studies showed significant findings in relationtihe division of labour and gender

issues.

Truss (1992) studied secretarial work in relatiorttte ‘Ghetto thesi&’ Her main
research questions were, first, if secretarial wodkld be termed as a ghetto
occupation, second, how women secretaries experidmar situation, and third,
what national differences in the structuring ofreéarial work shows in relation to
the gender segregated market (Truss, 1992:20-2a3sTdata involved an analysis
of secretarial work of three countries: Englandree and Germany. A similar study
by Maguire (1996) analysed the Ghetto thesis iati@t to secretarial work in New
Zealand and Australia and the findings proved tteg secretarial occupation
progressed despite its “ghetto status” (Maguir®6)9Moreover, while promotional
opportunities remain limited and the invisibilitf much of what the secretaries do is
perpetuated, workers in this occupational group dieely to remain
marginalised/ghettoised within organisations, pnée¢ from making a real
contribution to organisational productivity and rfrabeing equitably rewarded for

doing so (Maguire, 1996).

° The “Ghetto Thesis” is the condition of women Imetfo occupations, that are jobs “poorly-paid, of
low status and (...) few promotions prospects” (Trd€92:16)
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1990s

U

segregation

Title Year Author(s) Publication
Women’s employment and the Ghetto 1991 Truss, C. PhD Thesis
Thesis: experiences of secretarial work
in three European countries
Beyond the typewriter: gender, class 1992 Strom, S. H. Book
and the origins of modern American
office work, 1900-1930
A bridge across the great divide: 1992 Thurloway, L.  Working paper series
secretarial work, careers and
technology
Career paths in traditional women'’s 1992 Truss, C. Women in Managemerjt
jobs: a comparison of secretarial Review
promotion prospects in England,
France and Germany
Women'’s employment and the ghetto 1992 Truss, C. PhD Thesis
thesis: experiences of secretarial work
in three European countries.
The relationship between work 1993 McCarthy, R.  PhD Thesis
pressures, cognitive style, sex-role
attitudes and copying behaviour in
women managers and secretaries
Male secretaries in Doing "Women's 1993 Pringle, R. In Men in Nontraditional
work" OccupationsWilliams,

C. L.
The secretary as a supporter, team 1994 Truss, C. Gender, Work and
worker and independent: a case study Organisation
for societal comparison
A New Deal for Secretaries? 1996 Giles, L., La Book

Valle, I.
&Perryman, S.

Just a sec! A comparative study of the 1996 Maguire, H. In Proceedings of the
changing role of secretarial staff in 10th ANZAM Conferenc
Australia and New Zealand
An empirical study of the applicability 1996 Maguire, H. Management Papers
of the Ghetto thesis to secretarial work
in Australia and New Zealand
Secretarial and clerical staff career 1997 Pilgrim, J. Librarian Career
progression - Some organizational Development
perspectives
The Ambivalent Dynamics of 1999 Sotirin, P. & Organization
Secretarial "Bitching: Control, Gottfried, H.
Resistance, and the Construction of
Identity
The development of secretarial and 1999 Lovell, M. J. PhD Thesis
administrative support staff:
influential factors in the identification
of need
Race, class and gender in women’s 1999 Ivy Leigh PhD Thesis
pathways to occupational gender Kennelly

Table 3.4: Academic Studies on Secretarial Work in the 1990s
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3.3.4 2000s

A study conducted within the context of secretamadrk was done by Lynn

Thurloway (2004). Her work examined skill withiretilsecretarial context. The main
objective of her study was to determine whetheretadal work contains skill. She
conducted her research by doing a theoretical wewviethe literature on skill and its

different philosophical and conceptual perspectiV@em the literature, she derived
measures of skills that were the basis of a motiekil which she tested among
secretarial workers. The model developed by Thuapwhows intrinsic, extrinsic,

and contextual measures that are tested in fieklwathin the secretarial context.
The main weakness of Thurloway’s (2004) study esfétilure to address what is the
nature of the role of secretaries and what and boganisational changes may
impact these workers and their skills. The researadoes not take into account
technological change and the possible effects dis.sklthough there is an attempt
to differentiate between secretaries and clericatkers, the differentiation is not
clear and there is a failure to acknowledge theniigince of having these

differences clarified.

Other studies address different issues in the gbofesecretarial and clerical work,
such as the work of Truss (1992; 1994) whose warlyses career paths in
traditional women'’s jobs; Matheson (2007) who lo@histhe proletarianisation of
clerical work; Fearfull (1996, 2005) who studieseradal workplace skills and
knowledge; Leung (2001) who studies the dynamicssexkuality of female
secretaries; Jordan (1996) who points out vertsegjregation by sex in clerical
work; Sztaba and Colwill (1988) who examine sex mbcialization and denigration
of secretarial work; Rosenhaft (2003) who addressascal work in relation to the
“information society” and Beaton et al. (2007) wlowork examines factors
associated with attitudes towards programmes #udithte women'’s transition from
traditional to non-traditional careers. Those stadinention the work of secretaries
in relation to the research focus they have, bey tire not based on empirical results
from secretarial workers. Other relevant workshvetcross-section of clerical work,
office automation and gender, are those of MillsS\YAC (1956), Anderson, G. (1976),
McNally, F. (1979), Prandy, K., Stewart, A. & Bldukn, R. M. (1982), Davies, M.
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W. (1982), Lowe, G. S. (1987), Lockwood, D (198%Yyebster, J. (1990) and
Greenbaum, J. (2004).

Literature also available involves non-academic emalt They usually focus on
secretarial procedures in office and secretariaky&uch as the work of Stanwell, S.
& Shaw, J. (1974), Eckersley-Johnson, A. L. (1988)rison, J. (1985), Harding, H.
(1986), Standley, J., Rees, C. & Thompson, K. (J9%pencer, J. and Pruss, A.
(2000), Higgins, N. & Trotman, S. (2002) and Fragnge (2009). France (2009)
presents a more contemporary account in the naheaua literature as she explores
more of a subjective side of secretarial work. $eo addresses the existing
positions of secretary and personal assistant (BAJ the management of

relationships in the office environment.

2000s

Title Year Author(s) Publication
The effects of new office technology 2000  Khalid, H PhD Thesis
on secretaries’ attitudes and training
Trope analysis of women'’s political 2001 Zake, I. Feminist Theory

subjectivity: Women secretaries and

the issue of sexual harassment in

Latvia

“I Would Never Be a Secretary”: 2002  Kennelly, I. Gender & Society
Reinforcing Gender in Segregated

and Integrated Occupations

Sexuality at work: female secretaries’ 2002  Leung, A. Journal of
experiences in the context of Chinese Managerial
culture Psychology
The new office technology and its 2002  Khalid, H.; Education and
effects on secretaries and managers Swift, H. & Information

Cullingford, C.  Technologies
Identifying skills needed by office 2003  Kilcoyne, M. S. PhD Thesis
information systems in the changing
work environment: perception of
administrative support occupations

workers

The new office technology and its 2003  Swift, H., Education and

effects on secretaries and managers Khalid, H. information
&Cullingford, technologies
C.
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2000s (continued)

Title Year Author(s) Publication

Reveal codes: a new lens for 2003 Rohan, L. Computers and

examining and historizing the work of composition

secretaries

Silent evolution or quiet extinction: 2004  Thurloway, L. PhD Thesis

skill and the secretarial labour

process

Professionalization, Sexualization: 2005 Nencel, L. In T. Davids & F.

When Global Meets Local in the Van Driel, edsThe

Working Identities of Secretaries in Gender Question ir

Lima, Peru Globalization —
Changing
Perspectives and
Practices

Experiencing NVQs: a qualitative 2005  Judith PhD Thesis

study of the experiences of Rumbelow

secretarial/clerical staff at the Open
University working on
Customer Service NVQs

The changing role and the 2005 Kincaid, G. Women'’s Studies
unchanging status of the secretary Monograph Series
Secretarial Work, Nurturing, and the 2006  Kennelly, I. NWSA Journal
Ethic of Service

Contradictory Consequences of 2007  Sasson-Levy, O. Gender & Society

Mandatory Conscription: The Case
of Women Secretaries in the Israeli

Military

Love it or leave it: a look at women in 2007  Beaton, A. Journal of Applied

clerical occupations Tougas, F. & Social Psychology
Laplante, J.

“Que Viva La Minifalda!” ¢ 2008 Nencel, L. Gender, Work &

Secretaries, Miniskirts and Daily Organization

Practices of Sexuality in the Public
Sector in Lima
Do social capital and project type 2008  Skilton, P.F. & Career

vary across career paths in project- Bravo, J. Development
based work?: The case of Hollywood International
personal assistants
Secretarial work, skills and careers 2009  Truss, C., Society
Rosewarne, A.
&Alfes, K.
Still in the Ghetto? Experiences of 2010 Truss, C., Alfes, Journal of the
Secretarial Work in the 21st Century K. &Rosewarne, Electrochemical
A Society

Table 3.5: Academic Studies on Secretarial Work in the 2000s

9 [Cheers to the miniskirt]
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Contributions and limitations

As seen in the previous sections, there is a wedliiterature on secretarial work
that presents various aspects of their work and, tbontributes to the understanding
of this occupation as well as to challenges segestanight face at work. Literature
predominantly explores organisational and individaspects of the work of
secretaries and illustrates how assumptions reggardender and technological

changes have shaped approaches to the study efasédrwork.

The work of secretaries has changed over the yatsso have the various aspects
of their work. The nature of secretarial work aslivees the way they perceive
themselves are changing and might take differempe$iin different places, contexts,
and cultures (Pringle, 1989; Thurloway, 2004, efthe existing studies that attempt
to look into secretarial work are very useful irgtilighting important issues in
relation to secretarial work. However, unlike sasgdof other occupations, they are
usually focused on one subject, for example geader gender segregation. Such
studies do help to elucidate aspects of occupdtiwogk, but sometimes they do not

present a clear picture of the work undertaken.

One example is the great amount of research thakslanto the issue of
technological changes and their effects in officerkw They realised that it was a
more complex issue than expected. As Webster a(@98¢9:114-115):

“instead of a uniform set of outcomes arising friiva automation of women'’s
office work, it became clear that office work is chumore varied in terms of
work organisation and skills than was being ackeolged, and that the
application of IT to women’s office jobs is a presewith very unpredictable
outcomes, complicated by the difficulty of applyimptions of ‘skill’ and
‘deskilling’ to this type of work (...)”

This unpredictable state still exists in women’'sicef work and it is apparent in
secretarial work. This fact reinforces the needdadnolistic analysis of occupational
work in order to understand people’s work and rely ron generalisations that
disregard the nature of the complexities of worko#thas been studied in relation to
that, but there is a lack of a view of secretanatk with more focus on the content
of the job, and its relation to the context andlihed experience of the worker.
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A lacuna in the literature is also found in relatim the methodologies used in the
studies on secretarial work, as most of the studesd use quantitative approaches
into the study of topical issues within the worldsecretarial work. They rely on

secondary data or primary data in a quantitative. wa

Although literature on secretarial work has examimewide range of issues (see
table in Appendix G for a comprehensive list oéiiéture), nothing has appeared to
put all or some of those issues together to proaitielistic view of secretarial work

and then contribute to the study of occupatiorngeineral.

Research on secretarial workers has done litti@ltey the perception of secretarial
work as a struggling gendered occupation with astioeable level of skill and social
recognition. Understanding this occupation coulddl¢o a better picture of the

occupation today and its work division.

Examining secretarial work from the Labour Procasslysis perspective fosters a
different view of secretaries than the ones founditerature so far. Understanding
secretaries’ work, also offers an alternative vedtheir job when organisational and

economic changes might be shifting the courseaif thork.

3.4 A holistic view of secretarial work

As discussed in the previous section, literaturasexretarial work has presented rich
exploration of various issues relating to secratawork. This study, however,
intends to enhance the existing understanding ef d@cretarial occupation by
analysing it from a holistic approach as proposedhapter 2. The usefulness of the
already mentioned framework on the analysis of patianal content, context, and
lived experience will be assessed in relation wwretarial work aiming to provide
another way of understanding occupations. Considerihat, the secretarial
occupation has a number of distinctive charactesisFirstly, it is predominantly
gendered. Secondly, secretarial work combines teahrskill with important
interpersonal skills. Thirdly, secretarial work heesen subject to significant technical
change in recent times. Secretarial work has beendfa useful category to test the
proposed approach.
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3.4.1 The content

The work of secretaries involves many differentliskiespecially technical skills,

communication, tacit skills, and the ability to sk efficiently.

According to Pringle (1989), the nature of seciatavork has changed over time as
new technologies continually transform the skillsdatasks involved in this
occupation. However, the difficulty in defining setarial work, together with the
variety of titles and the number of skills and w&#kat are related to this occupation,
does not answer questions on the contested natwsecoetarial work. Thurloway
(2004:9-10) reviewed the literature on secretaaied identified a debate about the
nature of secretarial work. There is little agreetrte whether the work is routine or
complex, low or highly skilled and what tasks arestnand least relevant. Whilst
there is an apparent lack of agreement about theenaf secretarial work in the
literature, there appears to be greater consermug ghe overall purpose of the role
(Thurloway, 2004: 10)A general understanding of the secretarial roléha the
secretary supports her line manager and works tsvéne company’s overall
effectiveness. This perspective is still dependamtthe context of the secretarial

work and the relationship established with the timenager (Thurloway, 2004).

The concept of skill

The concept of skill is of importance in undersiagdthe internal divisions in the
working class, such as secretarial and clericakw8kill operates in a complex way
in respect of both class and gender divisions aa@n abstract category, it needs to
be examined in relation to empirical work practi¢esirvey, 1990). Harvey (1990:
128) presents a good definition of the conceptkdf, glividing it into four distinct

levels:

» First level: Skill as the individual’'s accumulatexiperience that adds up to

the total experience of the worker.

» Second level: Skill as reference to what is neggssaperform a given

job. This may or may not match the worker’s skill.
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e Third level: Skill as a political dimension, beitigat which a group of
organised workers can defend against challengas &mployers and other

groups of workers.

* Fourth level: Skill as a sex/gender advantage. SKilé attributed to a job
(and hence the status of the job) has much mod® taith the gender of the

person doing it than with the real demands of thekw

Pringle and Game (1984:18) argue that the defmitibskill is gender biased. They
believe that the process to describe some jobsiksdsand others as unskilled is
complex. Beechey (1988:48) presents feminists’ riksothat suggest that the
definition of skill has to do with men’s attempts tetain control of the labour

process (through trade unions) by excluding wonem foetter paid jobs.

Literature on skill debates the deskilling processelation to the labour force and
changes in organisations. Thurloway (2004: 93) tsapuit that:

“Braverman’s prediction of widespread deskillingse not to have been as he
suggested. In relation to secretarial work, thikkisly to be due at least in part
by his failure to understand the nature of sedadtawvork. Braverman (1974)
seems to centre his deskilling thesis, in respecsecretarial work, on the
untested, common held assumption that much of theik comprises routine
administration and typing. Perhaps Braverman’s vaarves to illustrate that in
order to analyse factors relating to skill andlstfilange, one needs to clearly
define the parameters of skills that one is usirigrpgo analysis or making
predictions” (2004:93).

Braverman (1974) seemed to see the technology daghan inherent logic that

would result in the replacement of elements of hurmetivity with technology and

seemed to assume that the characteristics of tteryawere the same in an office.
Braverman’s (1974) view also seems to underestisigtaficantly the strength and
complexities of the social office, particularly irelation to secretarial work

(Thurloway, 2004). However, his views triggered feists to ask questions about
the meaning of skill (Dex, 1985:100).
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Secretarial skills

The practitioner literature often divides secretlaskills into two groups: business
skills and personal skills (Cox, 1998:127) and bess attributes and personal

attributes (Harrison, 1985:297) covering some skaiquired as well.

On the next page, Table 3.6 presents a compilatiatefinitions of secretarial skills
described by different authors.

Author Secretarial Skills

Stanwell & Shaw Basic skills:

(1974:11) * Typewriting, taking dictation, answering the telepk, dealing with
mail, receiving visitors and keeping a desk difitywg and duplicating.

Eckersley-Johnson  Short-hand and transcriptions; typewriting; proedding and editing

(1983:5) skills; business mathematics; listening skills atingty

Harding (1985:59) Extra skills:
Telephone skills; keeping diaries; scheduling apipoénts; greeting
visitors; arranging meetings; taking minutes; niiming files and
records; making travel and accommodation arrang&mprocessing
figures and simple statistics; handling simplerficial matters;
researching information; proofreading and checkidgntifying
priorities; making decisions.

Harrison (1985:297)  Secretarial skills
Organising skills

Carysforth (1997:5) IT
Project management in research, administratiorteard administration
Computer literacy

Cox (1998:127)** Business skills:
Computer/word processing knowledge; good Englistmgnar and
spelling; telephone techniques; typing/shorthardiaskills;
organisation ability; diary and meeting managemieatdling
correspondence; past experience and track recomtpany market
knowledge; foreign languages.
Personal skills:
Positive attitude; flexibility; Efficiency and goamrganisation;
personality and disposition; communication and spegchniques;
self-motivation; good time management; smart apgpeas; confidence
in own ability; innovation and creativity.

Table 3.6: Definitions of Secretarial Skills

*The author makes a distinction between primary @edondary secretarial functions. Primary
functions are the skills as listed in the table aedondary functions are the ones that require
knowledge rather than skills.

*Results from a survey conducted with the top Znpanies in the UK, together with financial
instructions and secretarial colleges, aiming 8caer the most sought after skills in the recraitin

of secretaries. Results were divided into two gsoofpskills and listed in order of priority.
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The subject of skill has been connected to theetatal occupation since its early
history up to its present configuration. Despit@ thnclear state of skilled or
unskilled work, Carysforth (1997) points out thatli995 employment agencies were
forecasting Britain would experience a shortagesetretaries by 1996. “The
problem was apparently caused by the transformatfamany secretarial jobs into
high-status, multi-skilled roles where informatib@chnology skills for high-tech
offices were essential” (1997:4).

In Thurloway’s (2004:302) research, the data ctdlégresented 21 skills ranked in
order of importance, in the opinions of the papiit secretaries, as described in
Table 3.8 below:

Rank Skill Responses/percentages
1 Organisation 102/24
2 Communication 100/23
3 IT skills 55/13
4 Typing 42/10
5 Prioritization 18/4
6 Initiative 14/4
7 Accuracy 14/4
8 Flexibility 13/3
9 Time management 11/3
10 Inter-personal skills 9/2
11 Discretion 7/2
12 Secretarial skills 6/2
13 Diplomacy 6/2
14 Calm under pressure 6/2
15 Articulate 5/1
16 Confidence 4/1
17 Team player 4/1
18 Willing to learn 3/1
19 Decision making 3/1
20 Self-motivation 3/1
21 Reliability 3/1

Table 3.8: 21 Most Important Secretarial Skills
Source: Adapted from Thurloway (2004:302)
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3.4.2 The context

The context within which secretaries work is impattin understanding what they
do. A lot of what they do might be related to chesgn their own work as well as
changes as a result of organisational work. Itnigdrtant to investigate what kind of
changes are affecting their work, as well as thergxo which this is affecting and

changing their work.

Institutional, scientific, and social developmeritave direct impacts on some
professions, such as law, accounting, and medi@neadbent et al., 1997:3); it is

believed that those impacts are also directly #ffgcthe work of secretaries and
other occupations around the world. They are thes dhat support the work of many
knowledge workers, as cited above. Views from [iaoers contrast with those of

academics. When studies indicate that changesodigetinological advances have a
clear effect on the job design of office workergcretaries may believe that
technology itself poses no threat to their careestead technology is seen as
bringing challenges and opportunities. This idealearly exemplified by some

authors like Harding (1985:171) and by texts on sitels of associations of

secretaries (EUMA, 2008; FENASSEC, 2008; IAAP, 2@0& IQPS, 2008). Some

join practitioners’ views, as with Eckersley-Johmgd983: 2), who states that the
secretary’s role is changing due to fast and caatirtechnological development,

especially in office equipment systems. Howevethiea than eliminating secretaries
from the office, technological developments haveefr them from many time-

consuming routine tasks so that they may be bettgrloyed in the more specialized
areas of office work (...)” (Eckersley-Johnson, 3:23.

This study reflects on the secretarial occupatmmsidering that secretaries are part
of an occupational group that is changing and thigiht affect the nature of their

work.
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Technology and job design

Looking at the context of professional work, seVstadies reflect on the impact of
technology as a substitute for labour (Broadbe®9,71 Webster, 1990-1996). It has
been suggested that it is not possible to prediet éffects of technology
developments on professionals. According to Broatlkeé al. (1997:7), besides the
unique set of factors that pushes socio-economieldpment, “new technologies are
both pulling and pushing change and these changdsa&ing a number of effects on
professionals”. New technologies can promote theeld@ment of new groups of
experts and this process raises questions as tthevhsuch new groups of experts
constitute new professions. As technology raisesstijpns regarding the emergence
of professions, the same technology is capableigfupting existing ones and

empowering others.

Changes in labour as an effect of technologicaklbgments have also been linked
to the concept of resistance (Crompton and Jon884;1Pfeffer, 1992). For
Crompton and Jones (1984:56), the first generadionomputers were introduced
into non-manual work with minimal resistance frone tworkforce. Most clerks at
that time probably had very little conception ofawithe impact would be, and in any
case, the proportion of non-manual jobs was stilieasing in the buoyant economic
climate of the 1950s and 1960s.

The increase in office machines and the continuderselopment that has been
happening in all major areas in technology has maasignificant change in office
routines (Cockburn, 1985; Harrison, 1985; Websi880).

In the secretarial context, it was believed thaht®logy played the main part in a
sharp division between men’s and women'’s job indffeee (Pringles, 1989:174).
On the next page, Table 3.9 provides a timelineffi€e technology, which has led

secretarial roles to change over the years.
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Office Technology Timeline

Comptometer calculating machine
Mimeograph machine

Cash register

Adding machine

Pneumatic tubes

1870s 1940s

Telephone Mechanical listing printing calculators

Typewriter Punched card systems (payroll)

Carbon Paper Dictaphone/stenographic machines with
plastic belts

1880s 1950s

Electronic digital computers (transistors)
Electronic digital computers (vacuum tubes
Data processing — paper and tape cards
Xerographic duplication

Data processing — telewriters

Data processing - computers

~—

1890s
Dictating and stenographic machines

1960s

Magnetic tape ‘selectric’ typewriters
Microchip computers

Magnetic tape (replacing punched cards)
Magnetic ink character recognition

(2]

Power statistical accounting machines
Bookkeeping and billing machines
(Combinations of typewriter and computin

1900s 1970s
Loose-leaf ledger sheets Microcomputers
Multigraph Optical scanning and recognition equipment
Two colour typewriter ribbon Video display terminals for data/text editing
Addressograph Facsimile transmission

Electronic (solid state) calculating machine
1910s 1980s

gSoftware packages for microcomputers

Local area networks, integrated systems
Non-impact printers

machines)

1920s 1990s

Adding/Subtracting calculation machine | PCs

Ditto machines (gelatin duplicating) E-mail
Internet

1930s

Bank cheque sorting/proofing machines
Dial telephones

Electric typewriters (earliest versions)
Machine accounting systems (central

records control, payroll)

2000 and beyond

Wireless networks

Voice recognition

Electronic document collaboration
Virtual meetings

Virtual assistants

Table 3.9: Timeline of Office Technology
Source: Adapted from IAAP™M

In addition to studies on technology developmentany authors comment on the

effect and repercussions of the word processorhm dtructure of secretarial
hierarchy and job design (Pringle, 1989; Vinnicomt@80; Webster, 1990).

Hhttp:/iwww.iaap-hg.org/researchtrends/history.htm
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Vinnicombe (1980:2) prophesied in her studies asipbes division of work of

secretaries: those who work in the word processimi¢gs and those who work as
private secretaries or personal assistants. Shsemel opinions about these
changes, as for some people this structural chawgesdd represent a “dead end
leading to an automated ghetto” whereas for otlersl processing is seen as a
career ladder into a managerial position. Vinnicen(tt980:2) also predicted a
possible end to secretarial hierarchy progresswiich would bring profound

consequences to the way secretaries have to hedrand selected.

The issue of secretarial job design has also bealysed in relation to the concept of
lack of career progression. In further studies, Miitombe & Burke (2005:165)
referred to the term of “glass-ceiling” which, inet mid-1980s, became part of the
vocabulary of those discussing women and careagr@ssion. The “glass ceiling”
refers to an invisible but impermeable barrier tiraits the career advancement of
women. Other terms also became used such as “dtabg” and “concrete walls”
referring to similar obstacles to women experiegdiifficulties in promotion. They
believe that during the 1980s and 1990s, women Inaage progress in different
areas in an organisation and cite there are nove svomen in senior-level executive
jobs and other higher functions within a compamBut‘real progress has been slow
with only modest increases shown at these leve30%:165).

A number of studies have pointed to the associgtibaetween masculinity and
machinery and sexual symbolism in constructing genélations (Pringle, 1989;
Webster, 1993; Crompton et al., 1995; Cockburn51%&aulkner & Arnold, 1985)
which has contributed greatly to advances in retean gender and technology.

Compton and Jones (1984) point out that althoughrttpact of computerization on
clerical and administrative work has been profourtiey recognise that
computerization has not been the only force for rdteonalisation of non-manual
work. “Much clerical work had already been rationadl and broken down into its
constituent elements before the introduction of teenputer” (1984:43), indeed,
some authors see computerisation and new technaksgg final stage in the
deskilling of non-manual work (Compton and Joné&g4t Ackerman et al., 1997).

Considering the extent and rapidity of computecesded changes in companies
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and their effects on labour and the likelihood wére greater changes in the near
future, this justifies the treatment of this propasstudy within the context of

secretarial work.

Technology and gender

Pringle & Game (1984) are among the defenders efpssimistic view about the
effects of technology. Agreeing with Braverman’®74) ideas, they consider that
“the gender context of technology raises questiabhsut some of the central
concepts in labour process analysis. In particaarmust reconsider very carefully

the idea that work has been systematically deskilleder late capitalism” (1984:2).

Not all authors have presented a pessimistic okitbtddhe future of secretarial work
in relation to technology, such as the ideas digsatied by Braverman (1974) with
regard to the deskilling of clerical work. More wpistic views emerged from studies
and writings focusing on the potential benefitsnébrmation and office technologies
(Thurloway, 2004), such as the ideas of Compton dmaes (1984:44-45) who
suggest technology required more skilled and resptanjobs, such as programmers

and systems analysts.

“The secretarial profession has been greatly chhigethe advancement of
information technology. The computer is now commplace, and most
secretaries have found that they must have at leesst word processing skills
to do their job. The typewriter is virtually nonistent. Technology should not
replace flair and intuition; rather it should rersownnecessary obstacles from
your work to enable you to concentrate fully ontimg with the flair and drive
that all good writing should possess” (SpencerfRngs, 2000: 125)

One of the changes from technological advancesatefll in the issue of flexibility in
office work, especially among women workers. Acaogdo Coyle (2005:74), there
were temporal and spatial changes in the orgaarsafi work as well as the increase
in the number of women in the work force and thmifesation of work. This facts
were some of the issues concerning the types aibfley discussed. For Coyle
(2005:76) “flexible working time concern all thogest in time arrangements that
enables employers to adapt staff levels to matelkgand troughs in demand”. What

is argued is whether this is a strategy to comtragive meaning to women’s work.
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Work division

There is a great variability within the secretartacupation in terms of skKills,
education, and other aspects that shape the wodeatktaries and their identity
formation.

Firstly, there is the question of how the secratasccupation is divided. As some
other occupations and professions, such as softwarieers, are divided in terms of
skill level and entry qualifications (Marks and $trios, 2007), would the
secretarial occupation be divided by skills, tadksel of education or any other
aspect?

Secondly, how different are secretaries from o#ftedied occupations? What makes
them a distinctive group of occupational workersgte Tack of clear distinction in
terms of category, also supported by an uncleanitief in the Standard Occupation
Classification (SOC), represents a challenge inyamay this group. This can be
considered one of the differences from other octopal groups. There is a great
variation in names and definitions of the categench as administrative assistants,
office professionals, etc. Nomenclature might beaega of different perspectives
among secretarial workers. While some workers bjearoid the term ‘secretary’ —
a fact also evident on websites of associatiorseofetaries — others may take pride
in being called a secretary, as revealed by Keyise(002:613) study, which
concluded that secretaries who enjoy their job {atkae in the name secretary and
see no need to be referred to as an ‘office as$isia‘administrative assistant’. On
the other hand, this movement among secretarigkeverhas a partial resemblance
to some of the professionalisation process as itbescby Abbott (1988:11): “(...)
they (professionals) change their names, in orddoge their past, to assert their
monopoly, and, most importantly, to give themsehaslabel of legislative
restriction”. This lack of a clear title may not tee right way of getting legislative
restriction in this case, however, it might be aywéstriving for losing their past, as
stereotyped as it still is today.

92



On several secretarial practitioners’ websites (PAR008; EUMA, 2008 and IQPS,
2008) there is a clear attempt to create a ‘prafaaf™® title rather than
‘occupational’, and an extensive discourse thatoerages secretarial workers
towards a future of challenging jobs and rolesthis sense, existing accounts in the
literature fail to resolve the contradiction betweehat is understood in theory about
this segregated occupation and what is the pewseptif secretarial workers
themselves in relation to their performed work, doatent of the tasks, duties and
skills involved.

A gendered occupation

Building on the work division as presented in tmevous section, secretarial work
is also a distinctive occupational group because & highly gendered occupation.
Nevertheless, according to Kennelly (2002:613), svomen have not accepted and
adopted cultural representation of secretarial wask demeaning, monotonous,

simplistic, and oppressive because of their expeaen the occupation.

This gender segregated occupation also brings dseelated to opportunities for
progression. Beynon et al. (2002: 305), in theirrkvon the management of
employment change, conclude that many of the odmns areas studied are
dominated by women, and there is a persistent ddakpportunities for promotion

and training. They highlight this is even more @iplin traditionally female-

dominated occupations, such as clerical work, shatv “a decline in opportunities
for progression up a career ladder, associatedthtlilattening of the organisational
hierarchies” (Beynon et al., 2002:305). Howevere ttudy shows that in the
companies where the investigation was carried thdre is, simultaneously, a
decline in barriers to women’s upward mobility. Tdugthors referred to suggest that
“this greater acceptance of women entering supenyiand lower managerial

positions has perhaps obscured the overall deiclipeomotion opportunities”.

12 professional = definitions of ‘professions’havebexplored in chapter 2.
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The issue of gender is almost inevitable in thaeltof the identity of secretarial
workers. However, gender sometimes can also pobariaer to more in-depth
studies of the occupation as there is a lack afgeition of this category of worker.
Tolbert (2005) adds that “various studies have ipiex evidence that female-
dominated jobs are less likely to receive socie&ognition of the skills and
knowledge that are required of workers, comparesirtular, male-dominated jobs
(Steinberg 1990 cited by Tolbert, 2005:333). Thsatbeing a gendered occupation,
secretarial work is one example of how women cariridmute to organisations with
technical, intellectual, and emotional labour thatoften invisible (Wichroski,
1994:40).

3.4.3 The lived experience

The way secretaries may be avoiding being callecet&ries can bring questions to
their identity as an occupational group or for treglf-identity. Kincaid (2005), in
her research and from her own experience as atagcfer over 30 years, questions
this sense of being ashamed of the title secretdrgn she reports: “for many years |
felt ashamed of the label ‘secretary’, but recenthe asked myself ‘Why? Why
should we secretaries put ourselves down?’ The imayhich secretaries are
regarded today has impacted on the way we se@staggard ourselves.” (2004:8).
In this sense, it is argued here that personahtiees of secretaries may highlight
individual and collective pictures of an occupati@md perceptions of the
occupational holder in relation to their occupation

Little has been written on the secretarial literatin relation to the personal lived
experience of secretaries. Most studies tend tk &icdhe content of their work as
well as at contextual issues. The lived experierfcgecretaries is yet to be explored
and used to bring a better understanding of thesijgation. It is argued here that this
thesis makes a further empirical and conceptuatribation when it presents a

holistic approach to the study of occupations.
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Linking with contributions from previous research occupations as well as on
secretarial work, this study intends to presentraceptual framework and to assess
the present categorisation of occupations.

3.4 Conclusion

This chapter had several purposes. The first wasdsent a review of the literature
on secretarial work. The second was to presenexisting literature on secretarial
work. The chapter then turned to establish thealygk between the proposed
conceptual framework and the analysis of secrétemdak as a category to test the
approach. Included in this linkage are strong isstat permeate the secretarial
occupation that makes this category worthy of aisland a category that brings
insights into the importance of the kind of workopk do. Finally, the proposed
analytical framework for the analysis of secretamark was considered. The

framework described in chapter 2 will be settingesar rationale for an approach to
study the occupational work of secretaries, whidh ok at their work content,

context and lived experience.

Questions were asked regarding the extent to wtechnical and organisational
changes have brought about a destabilisation ofideatity of the secretarial
occupation. The social construction of the worlsecretaries usually goes unnoticed
and although there has been a debate about the rditsecretarial work, there is no
actual agreement on whether the work is routineoonplex, nor even a consensus
on what secretarial work consists of. The next tdrapwill examine secretarial work
through the proposed analytical framework, drivenUPA, and its usefulness in
capturing the changing nature of work. The methogplfor such an analysis will be

presented in the next chapter.
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CHAPTER 4: METHODOLOGY

4.1 Introduction

This chapter provides the details of the researethadology chosen for this study.
From an interpretivist philosophy, an ethnographjcanformed approach was
chosen as the best way to test the proposed frarkeasgdescribed in more detail in
chapter 2, and to answer the questions raisedlatioie to secretarial work. It is
expected that this choice of method will best allthe researcher to explore the

content, context and lived experience of secredarie

This chapter is organised as follows: it starts gsgsenting the motivations for
studying secretarial work that led the researchemdertake this study, and then the
implications of the aims and objectives of the gtém choice of methods used will
be examined. It focuses on the methodological m®calongside data collection
methods and design, where details of the sampéetsmh will be given and issues
related to that and to the data analysis procedsrtaken in this research. Finally,

this chapter draws on the limitations and contidng of the study.

4.2 Research motivations

The primary research motivation for this study cafnem the researcher’s
experience in the secretarial occupation. The reBea worked full-time as a
secretary for many years before entering univeraitg continued working while

doing a bachelor's degree in Secretarial Scienc8raril. Although “Secretarial

Science” university degrees are not common in reosntries, in Brazil over 100
tertiary education institutions offer them. The &ed University of Vicosa, where
the researcher holds a lecturing position, is ohsewen state universities in the
country where an Executive Secretary BSc degredféesed and it does so free of

charge, granting access to many less privilegetkests.

During the years in secretarial employment and atudent of secretarial science,

the researcher experienced the challenges andglsufaced by secretaries and
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raised questions regarding their experiences a@datkivities that traditionally fall
under the occupational classification of ‘secretgrior some a label that sometimes

may cause more confusion than bring clarification.

The researcher was interested in better undersigrde secretarial occupation and
having a holistic view of the occupation in the UHaving the privileged position of
being able to produce a relevant study of work tuentimate knowledge of the
practices involved, the researcher sought a bettderstanding of the secretarial
occupation in order to contribute to the reseaield fas a whole as well as to
increase the researcher’s capacity in the fielteriofg then substantial leverage to

the work the researcher conducts in a developingtcg.

4.3 Research objectives and main aim

The objectives of this thesis are derived fromltieeature review and the limitations
as highlighted in chapters 2 and 3. They are:

e to propose a new approach to analysing occupaimrsrms of three
dimensions: the content, tasks and skills involvid context in which the
tasks are undertaken; and the meaning ascribedhetcotcupation by the

individual, the lived experience;

« to apply the approach developed, its relevanceuartliness in relation to
the analysis of the contemporary experience ofédueetarial occupation;

e to contribute to the study of occupations and ® s$kudy of secretarial

work with new empirical data.

The study’s main aim is to contribute to the stadyoccupational work through a
holistic analysis of an occupation and to providapgical insight into the

occupational structure and experience of secrétadek.

In attempting to reach the proposed aim, three toquesswere raised regarding the

empirical focus of this study:

1 What is the content of secretarial work? What axy thctually do?
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2 What are the contextual factors surrounding theirk®
3 What is the experience lived by the workers?

In answering these questions, the study intendgppdy the proposed framework by
exploring secretaries’ perceptions of their occigretl role and their identification
with it. Furthermore, this research investigates libey develop their perceptions
and identification from their lived experience, tbhentent of their work and the

context in which they are immersed.

The next section will present the methodologicalicks made in order to fulfil the

objectives of this research.

4.4 Methodological choices

In order to fulfil the research objectives, thisidst was based on the interpretivist
paradigm and adopted an ethnographic approachidrséction, the approach taken

will be discussed and the methods and analysidaenasions will be presented.

4.4.1 Rationale for the research approach

A qualitative approach was chosen for this studytfioee main reasons. Firstly, as
the focus here is to understand the labour prooédhis distinctive category of
occupational workers — secretarial workers — thhodigeir lived experience, a
gualitative approach was found to be appropriakerdfore, a deeper understanding
of this field had to be gained first. Secondlysthiudy sought to explore perceptions
and practices of the work of secretaries from tb&mn perspectives. The questions
regard what they observe in occupational practgasher than what is commonly
assumed and possibly anticipated by the researthisrcommonly happens in other
studies of occupational practices and some categoaf occupational work
sometimes perceived and enacted by the workerstt@drganisation involved
(Haunschild & Eikof, 2009). Thirdly, previous stedireveal that the most common
approaches chosen are quantitative, when researcoeight to study separately
aspects involved or contained in the work of secies. In this study, the idea is to
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explore all aspects together, as all aspects aipatmnal work are interconnected
and make sense when analysed together. Finablyatiitre review, both explored in
chapter 2 and chapter 3, demonstrated how resdarads to explore workers’

experience in a quantitative way. On secretarialkywmost contemporary research
undertaken failed to present a holistic view of teeupation and failed to present

what secretaries do today.

For this qualitative study, interpretivism is thenderpinning philosophy.
Interpretivism came as a critical view of posittsisf social phenomena; they argued
that insights into the social world are far too @ex to be analysed and “reduced
entirely to a series of law-like generalisationSa(nders, Lewis and Thornbhill,
2009:116). As a response against positivism, indédpsm advocates that “it is
necessary for the researcher to understand diffesehetween humans in our roles
as social actors” (Saunders, Lewis and Thornhll02116) and focuses on the
differences between conducting research among @eaptl not with objects. It
advocates that the researcher needs to exploseitjective meanings motivating the
actions of social actors in order to understandgehactions (Saunders, Lewis and
Thornhill, 2009). Following from this subjective rgpective, social constructionism
comes to this study as an important way of exptprthe phenomena being
researched. Social constructionism “views real#ysacially constructed” (Saunders,
Lewis and Thornhill, 2009:111). “Social actors” nagve different interpretations of
the situation in which they are immersed, so theyc@ive different situations in
different ways “as a consequence of their own veéwhe world” (Saunders, Lewis
and Thornhill, 2009:111). “Thus, the goal of intexfive research is an
understanding of a particular situation or contextre than the discovery of

universal laws or rules” (Willis, 2007:99).
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4.4.2 Ethnography

Due to the objectives of the study, ethnography seen as an appropriate strategy
to study occupational work —and here secretariakwas it is a potentially strong
method to better capture a worker's experiencetli|m way in which they would
describe and explain it” (Saunders, Lewis and Thitlfr2009:149).

Ethnography, “a popular approach to social sciermlesg with other kinds of
qualitative work” (Hammersley & Atkinson, 1995:1poks at how people make
sense of the world in everyday life (Hammersley &iAson, 1995:2). Its process
involves “extended observations of the group, mofen through participant
observation, in which the researcher is immerseday+to-day lives of people and
observes and interviews group participants”. Howewes Bryman (2008:369)
argues, “some caution is advisable in treating aghephy and participant
observation as synonyms, since in many respecysrétier to similar, if not identical
approaches to data collection (...)". Ethnographedrgdys the meaning of the
behaviour, the language, and the interaction ammeambers of the culture-sharing
group.” (Creswell, 2007:68-69).

With more than 100 years of history (Gobo, 2008)negraphy was developed by
anthropologists who found new ways to learn aboultues “which were

impenetrable to analysis consisting only of flegtocontact or brief conversations”
(Gobo, 2008:2). Schwartzman (1993:4) discussesidwarways that researchers
have developed for learning about the cultures sinettures of organisations from
the inside out” and emphasizes that ethnographiitéaes this process in different
ways: firstly it helps the researcher to examintettnt dimensions of the field
under analysis in order to understand participaperceptions and experience;

secondly,

“Ethnography also requires researchers to exanmeetaken for granted, but
very important, ideas and practices that influetimeway lives are lived, and
constructed, in organisational contexts. Becauleographers are directed to
examine both what people say and what people do pidssible to understand
the way that everyday routines constitute and rstitoibe organisational and
societal structures.” (Schwartzman, 1993:4)
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Ethnographic research has been present in labodiestfor many years. In the UK
and in the United States, studies from the ear§0$%ought to “uncover the hidden
realities of the workplace, the lived experiencewairkers and the dynamics of
employment relations” (Taylor, Warhurst, ThompsonS&holarios, 2009:8). From
deep and rich narrative accounts of work, ethndgespgenerated insights into
“social processes at the workplace whether theidjaotand alienating experiences
of routinised assembly-line work, the articulatminworker grievances or its relative
absence, the functioning of shop floor union orgation, informal work practices
and behaviours, or, in the case of feminist ingpaathors, distinctively genderised

modes of action.” (Taylor, Warhurst, Thompson & &enios, 2009:8).

A final product of an ethnographic analysis presemt“holistic cultural portrait”
(Creswell, 2007:72) of the group that is basednenviews of the participants (emic)
as well as on the views of the researcher (etictofding to Creswell (2007:72), this
final product “advocates for the needs of the groupuggests changes in society to
address needs of the group. As a result, the rdadens about a culture-sharing
group from both the participants and the intergieta of the researcher. The

following table summarizes what the emic and etidray:

Emic and Etic

Emic and Etic refer to two contrasting ways of @aghing the study of

cultures. The emic approach looks at things thrabglreyes of members of the
culture being studied. What is valid or true is tmembers of the culture

agree on. The etic approach uses structures eriardeveloped outside the

—

culture as a framework for studying the culturearfran etic perspective, wha
is true may be judged in comparison of the cultprattices to an external
standard or structure. With etic research, thensisiis doing the study are the
judges of what is true because they are the onessellect the external

standards or structures that will be used. (...)

Table 4.1: Emic and Etic
(Source: Willis, 2007:100)
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The Emic and Etic approaches to the study of cedtuelates to this research to the
extent to which the meaning of occupational work & analysed through the eyes
of the occupation holder; what is valid and trudl Wwe what occupation holders
agree on (Emic). The researcher will interpretifigd according to the framework

developed outside, although informed by, the octtapal group.

The ethnography process

As it is understood that an ethnographic study at a linear process, the first
ethnographic stage in this study started when #searcher started the literature
review. There was a need to find out what wererititg questions to ask. This need
came from the understanding that “one of the diffiees between ethnography and
other forms of research is that ethnographers dautmmatically assume that they
know the right questions to ask in a setting. (.n.)ethnographic fieldwork both
guestions and answers must be discovered in theal smituation being studied”
(Spradley 1979:32, cited by Schwartzman, 1993:54-55

Firstly, an initial element of ethnography was umaleen in order to illuminate
secretarial arrangements that would help to infotine next steps in the
methodological process. The researcher startetfelmdamonthly meeting of a group
of members of an association of secretaries witdtaach in Edinburgh, Scotland,
where the researcher was based. The meetings taock m Edinburgh in different
locations, once a month, from November 2007 to b 2009. Those meetings
were central in order for the researcher to beconmersed in the local secretarial
world, to hear their experiences, questioning, aeed to learn about the secretarial
context in Scotland. The meetings also allowedrdsearcher to interact with the
group some of whom could potentially be informantghis study. The meetings had
a purpose to gather the secretaries, and it waseafor networking, for participating
in talks, seminars, or meetings about topics off tinéerest and issues related to the
secretarial occupation. There were also weekendimgsan various locations where
the main objective was socialising and entertaintm@éihe time spent with the
secretaries proved to be very important to theareber as, by networking and
listening to the secretaries, it was easier to @rha® main issues related to the
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occupation and the context in which they work. Timfermation gathered in those
meetings helped to inform the interview scheduletfos study, which was again
tested in the pilot study. By attending the meetjriglking to the secretaries and by
observing them, the researcher had opportunitiesioopen questions and to listen
to issues raised by the group. That was vital ¢éoettarly stages of the research as the
researcher could gather information for the inema in a way that the content
reflected what was important to them, not the @®4eptions of the researcher.

Another important outcome from this experience hattby networking with the
secretaries, in an overt position as a researithe@as possible to recruit participants

for the pilot stage of this study.

4.5 Research method and design

4.5.1 Research method

The chosen method for this study was semi-strudtatenographic interviews with
secretaries in two organisations. The literatureiesged showed that previous
research in the area used mainly surveys and quesires to study aspects of
secretarial work, as shown in chapter 3. Interviavesthought to be “useful ways of
understanding how people make sense of their wodktlae issues they believe are
important” (Barley & Kunda, 2001:84). In the ethmaghic interviews, the
respondents have an “opportunity to answer in a wag with content that is
important to him or to her — not to the researctigchwartzman, 1993:58).

In this study, respondents were interviewed by résearcher, who had a set of
questions formulated beforehand (interview schedubglable in Appendix A) and
tested on the pilot study. The questions coverédhate parts of the conceptual
framework proposed in this study, with a sub-setj@éstions covering each of the
components of the framework. These questions wdoFmed by the literature as
well as by the researcher’s contact with secretasfethe association at the initial
stage of the study when networking and attendieg tiheetings; the researcher was
able to grasp ‘content that was important to them’.
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4.5.2 Sample and setting

Considering sampling in qualitative research andninnductive approach, this study
found that the sample would not have to be largkarthenticity is the main issue
here. The aim in this study, as in other qualitatiesearch, is to gather an authentic
understanding of people’s experience (Silvermam)920 Authenticity plays an
important part in qualitative research as it isduseevaluate qualitative research as
opposed to reliability and validity (Bryman & Be#009). According to Bryman and
Bell (2009:414), authenticity criteria “raise a widset of issues concerning the wider
political impact of research”. These criteria avalaated in relation to the research

and its effect on the members of the setting studie

Authenticity Criteria

Representation of different viewpoints among memloéthe same

Fairness : .

social setting
Ontologpal Aid members to better understand their social emarent
authenticity
Educative Aid members to appreciate better the perspectivether members
authenticity of their social setting
Catalytic Act as an impetus to members to engage in actichdage their

authenticity circumstances

Tactical Empower members to take the steps necessary fagemnpin
authenticity action

Table 4.2: Authenticity criteria
Adapted from Bryman & Bell (2009:414)

The main stage of the data collection was carrigdro Scotland, with interviewees

located in different cities throughout the country.

In terms of representativeness, this research do¢sattempt to generalise an
experience —which may vary according to differeintuenstances such as location,
culture, industry sector, etc. The sample locatesulted from the researcher’s study
base and ease of access to participants. Furtherrttoe location in Scotland is

justified as the phenomenon of interest here doepmesent different characteristics
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in other parts of the United Kingdom. Participantsre legal secretaries, i.e.,
employed by law firms, and medical secretaries, leygal by the National Health
Service (NHS). The selection of medical and legaltstaries for the sample is based
on the fact that these two types of secretariesigoadministrative support for
knowledge workers. This relationship of secretace&nowledge workers, a group
commonly “associated with professional or expdbla who have access to formal
bodies of abstract knowledge” (McKinley, 2005: 248)s found relevant, firstly, as
knowledge workers is a group that is very impacted changes, especially
technological changes (McKinley, 2005) and, secpnkihowledge workers keep a
degree of “reciprocal interdependence of work vather tasks being performed in
the team or organisation” (Benson & Brown, 20075)1ZThe implications of this
relationship will be analysed in relation to the perical data in this study. In
addition, the SOC presents considerable diversitdeuthe title of secretary and lists
medical secretaries (unit group 4211) and legatesages (unit group 4212) as
distinct under the major group 42 (Secretarial Rethted Occupations), both groups

are secretaries to knowledge workers.

The public and private sectors are representedwaard chosen due to contextual
issues, which will be further explored in chapteré and 7. The empirical data were
collected between November 2010 and March 2011.

The whole subject of recruiting and interviewing decretaries was a delicate one. It
was difficult to have access to the desired sampsecretaries in the chosen sectors.
Moreover, time is a major concern for most secretaas companies rely on their
work during office hours. All interviewees were nait of working hours. In one
instance, in a private organisation, the Human Ress department gave the
researcher access to the secretaries with the tamndhat they could only be
interviewed during lunch breaks or after work. Tiesearcher strived to book the
interview after work hours as doing them at luniafetwould impose a time limit to

the conversation.

The data were collected through 24 semi-structunéerviews, 15 with medical
secretaries and nine with legal secretaries. No witnthe title of legal or medical
secretary were found in the organisations resedrche
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The interviews lasted between fifty minutes and ane a half hours and allowed the
same set of questions to be asked to each intexeiavith the flexibility of adding
some questions as new issues were raised and deeontbdexploring. In addition,
after each interview the researcher made notesadous details of the interview
conducted. Where appropriate, notes were takenthta@nterviews in order to avoid

disruption to the interview.

With the legal secretaries, three interviews weoadccted in an office at the
Edinburgh College of Art, one at the law firm aftle secretary’s working hours and
the remaining ones in a syndicate room at the Bgsirchool at the University of
Edinburgh. As for the medical secretaries, ninernews were conductdd situ, at
the hospitals where they worked, in two differesgdtions in Scotland and the other

ones were conducted at the Business School atrthetdity of Edinburgh.

All interviews were digitally recorded and verbatimanscribed by a professional

transcriber.
Participants filled in a consent form (see Appertd)Xefore starting the interview.

Participants’ job descriptions were requested dutine interviews and were emailed
by them afterwards. These were used to verify jdcdptions initially occupied by

the participant against the task description prediduring the interview.

As a general depiction of the sample in this stidgic demographics of both groups

researched are given in Table 4.3 below.

Legal Medical

Number 9 15
Gender Female Female
Age range 25 — 60 years old 31 to > 60 years old
1 Other country
Nationality 1 Other EU country All British
2 South African
Work regime (full-time or 3 Full-timers 13 Full-timers
part-time) 6 Part-timers 2 Part-timers
1 Single
. 4 Single 10 Married
MEIE! SELE 5 Matrried 3 Divorced
1 Widowed

Table 4.3: Sample basic demographics
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4.5.3 Recruitment strategies

In order to recruit participants, the researchexduker personal contact network,

which helped to gain access to the organisations.

In one of the legal firms, once the first secreteayne forward and was interviewed,
others followed suit, configuring which is known‘asowballing’'—=when participants
recommend and introduce other participants to thelys This is often the best
method to overcome access issues. This methodshasitations, as some degree of
selection bias may be introduced, as respondergslikely to identify other
respondents who have characteristics similar tontleéves (Saunders, Lewis and
Thornhill, 2009:240). However, the researcher fotinat this limitation could be
minimised by the fact that not all participants &v&nown to each other and their
work location was not the same in all cases, asesmapondents would email a
group of secretaries in one organisation withouts@eally knowing them all.
Another limitation identified in this recruitmentqress was that, in two instances,
the researcher could notice that the participadtlieen pre-informed of the content
of questions and would anticipate answers durirgitiberview. This could not be
predicted in the pilot study as the sample then nadsas closely connected as some
of it in the data collection turned out to be.

The same procedure happened to gain access toHBetists. The researcher’s
personal contacts intermediated contacts with sa@ee in NHS trusts, and those

interested in participating contacted the researfdrdurther arrangements to meet.
All respondents received a £20 voucher as an ineetd participate in the research.

Due to the fact that secretaries in both settinggat firms and hospitals, deal with
very sensitive information, accessing secretaries \@ challenging part of the
research process. Secretaries usually act as gatakein the company. Hence the
organisations proved to be careful and concerndal this research’s intentions and

to what the secretaries were expected to say d@hemtwork or the organisation.

At any communication made with prospective partiaifs, an information sheet

(Appendix B) was provided with all relevant detadbout the research and its
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purposes, as well as what type of access was egtjuarticipants were informed at
all times that participation was completely volugtand they could withdraw at any
time they wished to do so.

4.5.4 Negotiating access for observation

Ethnography was found to be the most appropriasgesty for this study as it has the
potential to better portray the worker’'s practi@sl adopting observation would
contribute to best show how work practices are exdntlized, clarifying to the
researcher points not easily articulated by a medgot in an interview (Barley &
Kunda, 2001). However, due to the specifics ofstmple used for this study, access
for observation was a hurdle encountered by theareber. Although planned,

access for observation in all sites researcheddenigd.

It was found that, firstly, in any research gainiagcess is always an issue to
overcome in order to have full access to the deseenple. Sometimes, as argued by
Saunders, Lewis & Thornhill (2009:170), “the requss access and cooperation
fails to interest the person who receives it ordach the gatekeeper or broker who
controls research access and makes the final decis to whether or not to allow
the researcher to undertake the research”. Thie ieas a unique characteristic in
this study as the sample here, secretaries, usumlly as gatekeepers in
organisations. However, it was found here that not only were $keretaries the
gatekeepers, in the sense that they would firgtyde whether or not the researcher
could have access to the person who could allowdbkearch to be undertaken, but
Human Resources (HR) professionals (in the legalsi and the line managers (in

the NHS) were also gatekeepers. As shown in thraebelow:

“...I have heard back from my line manager and sadiy not allowed to give
you access to my office. Sorry about that.”(R1)

13 Vinnicombe (1980) looks at the secretary as akgafeer. She evaluates the control systems and
exerted control involved in the work of secretariekeeping (and controlling) the boss’ means of
communication.

108



“I made enquiries today with our HR Department dbyamu possibly being able
to come into the office to observe the secretariies their working
environment. HR came back to me to say no.” (R24)

Secondly, the work of secretaries anywhere andlisites chosen for this study,
relates to issues of confidentiality and time, biotthe medical and legal settings. In
addition, the “demands of the organisation andmtmbers may dictate the time
spent in the organisation (...) by the researchegy{ahd, 2008:24). Some of the
secretaries interviewed, when asked about beingroéd, agreed to be observed on
the understanding that it would further benefit ttesearch. However, physical
access for observation was not granted to the nds&raby any of their superiors in
the organisations. This situation complies with tvBaunders, Lewis & Thornhill
(2009:170) say about this, citing Johnson (197&)eh when someone is prepared to
offer access this may be overruled at a higherllavethe organisation”. The
organisations raised issues regarding confidetytiaind sensitivity of the material
dealt with by the secretaries, the issue of tinguired to do this and a fear of
jeopardise the secretaries workload as well asillessterference or distraction the
observation could cause to the work of the sedestaiThe extracts below show
examples of answers from some secretaries’ sugenibo did not agree to give the

researcher access for observation:

“Sorry it has taken so long to reply having takewiee from senior managers
and HR. | am afraid we have to turn down your ratjué...) office is very busy
and unfortunately we feel this would impact on Wk, plus the office takes a
lot of sensitive calls etc. and we have concernsr @onfidentiality.” (Line
manager)

“I am not sure if this can be arranged or not, Il eheck with my manager but
know there have been issues before in allowing sscte any of the depts
(departments) for non-NHS Staff...” (Line manager)

“I have been unable to contact my manager direthbu asst (assistant) does
not think this would be appropriate so regret | anable to agree to your
request” (Line manager)

Thirdly, in some cases, the secretaries themséieshe researcher that they would
not feel comfortable in being observed and woulcady anticipate what they

thought line management would say, as R6 emailedékearcher: “I am sorry, |
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wouldn’t be comfortable with you coming here to eh® me. | am certain that line

management would not agree to it either.”

4.5.5 Ethical issues

As in any other research process, it is importamtttend to ethical issues involved as
they “are likely to be of importance throughout (.tesearch and require ethical
integrity from you as a researcher, your researgpmonsor (if any) and the
organisation’s gatekeeper” (Saunders, Lewis & Thibkn2009:187). When the
respondents were initially approached by the rebearthey were informed that
confidentiality is an important issue in the reskaprocess. Each respondent and
their line managers were provided with a reseaidfiofmation Statement” (See
Appendix B) where they could read detailed inforiorabon the research and also be
assured that any information collected about theyalevbe strictly confidential, and
no one would be able to identify them or their aigation/company from the data
collected. The Information Statement was againgmtesl to the respondent at the
time of the interview. In order to comply with thimportant ethical measure and to
assume anonymity of all respondents and organisatiovolved, there will be
neither names involved in this report nor any iatlan that may make it possible to
recognise a participant. In the next chapters,amdents will be identified by the
letter “R” + number, e.g. R5, for technical and Ighieal purposes only. The
organisations involved will not be defined in angywIndeed, in order to honour the
confidentiality assured to respondents and orgaarsa without failing to address
important issues on the research process, therceseatrived to:

1 “not name the organisation whilst still providingifficient contextual

information;

2 not refer fully to organisational documentation Ishiindicating it had

been used;

3 only name the geographical location at the couletrgl;
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4 refer to respondents by codes rather than usertagies.”

Source: Saunders, Lewis & Thornhill, 2009:189.

The issue of confidentiality was strongly noticegthe researcher in some of the
interviews. Some respondents took very strong icamet mentioning names and any
other description or information about somethingsomeone from the organisation
for which they worked. This is completely underslaiole as the nature of secretarial
work is related to ‘secrets’ as discussed in chaBteHowever, in some of the
interviews they were over cautious and this browggithe prejudice to the research
conversation as the research could clearly detettthe interviewee did not want to
give more details and gave short answers with ardear of saying something
inappropriate. Very often, in some of the intervégwnce the researcher switched the
digital recorder off, the interviewee clearly feftore comfortable in talking more
about something and adding extra information t@maviously given answer. Notes
were taken by the researcher on those occasiomsl@n to gather more information
and not lose any data collected.
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4.6 The observation experience

The observation experience was conducted with apgaf secretaries and PAs,
members of a European association of secretariéis avibranch in Scotland.
European Management Assistants (EUMA) is an intenal network of

administrative support staff with branches in 2%birdoes. The main members are
secretaries and personal assistants (PAs) fronda@ rainge of industry sectors. From
September 2007 to April 2010, the researcher atbnmonthly meetings as a

registered member of the organisation.

Those meetings happened once a month in diffedtibns in Edinburgh and
sometimes in other places around Scotland.

In those meetings, the members have opportunitiesetwork as well as to have
workshops or talks on themes related to their wdtie meetings had an average
attendance of 15 to 20 people and there was alevaiysmber of the Scottish branch
to lead the activities.

During the meetings attended, the researcher haolugaopportunities to talk to the
participants about their work, particularly abobe tmain issues that were raised
during the meetings regarding issues of their wGiken the knowledge gained from
the contact and networking with these people, ésearcher was able to think about
the related issues that were important for them, aogether with the literature
review, structure the interviews for the pilot stuthe next stage in this study.

The literature on secretarial work, as seen in hd showed how secretarial work
is complex and involves a range of tasks, andgtudy found it important to account

for the informants’ notions and perspectives oirthverk in their given context.

4.7 The pilot experience

The sample

After a few months attending the association’s riyntneetings as described in the

previous section, the researcher had an opportunitdo a presentation to the
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secretaries and to talk about this study. Afterghesentation, the secretaries were
invited to take part in a pilot study and they wgreen forms to fill in with their

contact details in case they agreed to take pater|.the ones who accepted were
contacted either by email or telephone to arrangeitable date and time to meet

with the researcher. They also received an infapnattatement about the research.

The people involved a random sample of nine setestanembers of EUMA. The
random selection of secretaries from the pilot gtwds important to build a picture

of the occupation as well as to develop the rebeiastruments.

The secretaries were interviewed in Edinburgh, I8ndt{ during the period of
August to November of 2009. All the interviews haped at the organisation where

the secretaries work during their normal work hours

The pilot study proved important to have a gengiature of the occupation in
Scotland, as the general picture is, as might beeard, the consequence of
aggregating rather different experiences in théediht areas of employment, as

sectors and industries.

The interviews were digitally recorded and trartsedi verbatim by the researcher
and, due to time constraints, two interviews weangcribed by a professional

transcriber.

The respondents had another opportunity to reathfbemation statement about the
research and sign a consent form to take partendbearch prior to the start of the
interview. The researcher also reassured them admartymity and confidentiality

issues.

Notes were always taken by the researcher durmgtlrviews.

Results

One of the main purposes of the pilot study wakesb the research instruments and
get the questions right (Gillham, 2000). Overa# tjuestions run in the pilot were
easy for respondents. Some of them made the resptnceflect about something

they said they had never thought about while otjuerstions, due to the complexity
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involved in the question, presented answers vemyilai to each other, as most
respondents could not assimilate the idea or thi m@ncern in question. Those
questions were reformulated in order to be easiethie respondents to answer.

In general, the interviews went well and the pgatcess was a very good method to
test the research instruments and practise thevieve techniques. The pilot study
and the interviews transcribed from it showed tleedhfor more in-depth semi-
structured interviews at the next stage of theaneteprocess. Some of the questions
could have been more deeply explored if the rebeartiad gone beyond the
research schedule during the interview and had osed prompts to go deeper into
some subjects mentioned by respondents. Therdfw@qilot indicated that a more
flexible schedule would be useful to reach the amswequired from respondents.

The interviews started with the first question, ethiwas open and gave the
respondents freedom to start a conversation at then pace. On average, the
interviews took between 40 and 60 minutes. Thetauravas adequate, especially
because most respondents were taking time off wockduring work to participate
in the interview. However, the researcher coulllifetel a degree of anxiety from the
respondents in terms of time constraints that oftéfected the flow of the

interviews.

Respondents reacted very well to the interviewseyTBhowed interest in the
research and were very happy to answer the quest®ome respondents were
apprehensive when talking about very sensitiveesibj such as something relating
to the present company where they work or theie Imanager. However, even
though they were very careful in touching the saisjethey managed to tackle them
in a way that would not compromise their companyh@mselves. The researcher
learnt to overcome this issue of confidentiality bgending more time at the
beginning of the interview talking to the partiapg and explaining the research
objectives as well as showing empathy and intaresheir work and their work

context and reassuring them of the confidentialftthe data.

The main difficulties found during the interviewsere dealing with the time
respondents had available for the interview. Everugh the researcher had said in

the information sheet that a comfortable and gpiate would be essential for the
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interview, some of them received the researchethi®interview in their own office.
On a few occasions the interview was stopped mangst due to the need of
secretaries to carry on with their work tasks, hg\sometimes to stop to speak to the

line manager or to answer the telephone.

The pilot showed that the process of interviewihgha next stage of the research
could be more efficient if interviews are carefubpoked at a time and place that
would be suitable for the respondent but also wihinterruption of the interview

process.

The pilot was also useful to test the ideas dewslogo far and the content of the
interview schedule proposed. The semi-structuresigdeof the interviews schedule
used in the pilot study allowed evidence to be gatth on the range of perceptions of
their occupation among the secretaries. At fitst, researcher thought that questions
regarding changes in titles of the secretarial patian could bring insights in
relation to their perceptions on the secretari@upation. On the contrary, the pilot
experience suggested that the secretaries had oldeprs in understanding or
dealing with the many different titles found in itheccupation. Some respondents
indicated that titles were somehow blurred and werapany specific, but no further
concern was shown regarding this. The pilot study auggested that the secretaries
had very similar life histories in relation to theareer history and choice of the kind
of occupation. This was supported by the pilotrvieavs and raised the question as
to whether this similarity would be the same in tomtext of public organisations
and private organisations. Apart from issues olupational title and the similarities
in career history, the respondents also differeafly in the extent to which they felt
recognised or not by the organisation or by othewpte. They also demonstrated
different opinions on the relationship to the lmanager and some saw themselves
very differently in what they do as secretariesnebmes as personal assistants, and
what changes there had been to their occupatiderms of tasks and skills. Thus,
the aspects collected during the pilot interviewsravuseful to generate a more
holistic approach in the reviewed interview schedwa be used at the next stage of
the research. Those aspects found during the pitetviews also support the
conceptual framework presented in this study thaggests a holistic study of

occupations.
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Having finished the pilot interviews, the data netad was mainly transcribed by the
researcher and two interviews were transcribed Ipyofessional transcriber. The
transcription work of the pilot interviews was a¢pand time consuming process.
Due to the lack of equipment available for transtoon, all interviews were
transcribed without a proper transcription kit (efgot pedal) which makes the
process even longer than usual. In addition, trgrigans took a very long time as
English is not the researcher’s first language.tRernext round of the interviews, it
is vital to have available a full transcription kit order to speed up the process and
not to jeopardise the time available for the depelent of the research or to have the

transcriptions done by a professional researcher.

Conducting the pilot study to test the researchrunsent also proved to be a
valuable way of training for the researcher befergyaging in the main study
interviews. After conducting a few interviews iretpilot experience, the researcher
felt more confident in conducting interviews as & managing possible problems

that may emerge before, during and after an irg@rvi

After the pilot study, the researcher and the super reflected on the results and
analysed the pilot experience. Changes were negessdaerms of the content of

some questions, some questions were added, ang otbee taken away.

4.8 Analysis of data

Given the proposed framework, the scope of theyaiwin this study is broader than
has often been the case in previous research.idrstirdy, the emphasis is on the
lived experience of secretaries as well as themterdt and context of work as
combined elements for analysis. In summary, thd gbahis study is to better

understand the work and the experience lived bgetates and to achieve this goal,
the analytic strategy has to be one which bestoegplthe data in a holistic manner

as proposed here.

The data in this study were derived from the inem conducted and transcribed
verbatim and from memos made by the researchengltieldwork and during the
first months of observation of the group of seaieta The data collected were then
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coded separately for each respondent in the saftwdYivo 9 into analytic
categories identified and supported by literatieexplored in chapters 2 and 3. The
researcher had an idea of the themes before gtdhncoding process, as informed
by observation at the beginning of the researchlgnthe literature; however, other
codes appeared when the full transcriptions wedee@an NVivo. In addition, the
researcher developed analytic memos for each ieterafter its coding. The themes
coded in NVivo were consistent with the framewonropgosed for analysis. The
process of coding the interviews for analysis gpomded to Miles & Huberman’s
(1984) levels, as firstly the interviews were coded descriptive information,
secondly, they were coded for responses to spepifistions asked and, lastly, they
were coded inductively for reference to an LPA lensthe content and context of

work of the secretaries and their lived experience.

Other themes came out as well that will add to rpretation. This study
acknowledges that it is vital for the analysis s and for the use of computerised
research aids to have a pre-established analysitayal strategy as “... there is no
software package that will do the analysis in fisgoffey & Atkinson, 1996:169).
The process of coding in qualitative research ipartant as it “enables the
researcher to recognise and re-contextualise ddtaying a fresh view of what is
there” (Coffey & Atkinson, 1996:46). An exampletbe coding process in this study
is presented in Appendix D. As qualitative reseactploys many ways of analysing
data and the researcher needs to be able to irff@ranalytic strategy adopted for a
particular study (Coffey & Atkinson, 1996), an aytad framework was built as
presented in Appendix E.

Moving from the handling stage of the data (whetadaere being coded and the
analytic framework was set), the analysis post-datiection was started. Due to the
characteristics of an ethnographic study, analyas always been part of the whole
research process, as they are not distinct ph&saso( 2008). This study used an
inductive approach to explore the data as it hassitengths in developing

understandings as well as its openness to a feexitdthodology, “a more flexible

structure to permit changes of research emphasish@sresearch progresses”
(Silverman, 2009:127). Given the emphasis of tkeaech on occupational work and

a holistic approach in order to explore occupatitims inductive approach was found
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to be the best way to conduct the analysis, and hatoes not attempt to produce

universal causal generalisations.

The interpretation of data in this study was a mpgot of the research. As argued by
Willis (2007:160), “collection and interpretatiorf data on humans are inherently
subjective. No matter how close we come to meetetgiled technical standards for
research, the result is not an objective repotheftruth of the matter”. In this study,
the data were collected, classified, and coded. é¥ew the analytic process is more
than this and more than just “identifying formsspieech or regularities of actions”
(Coffey & Atkinson, 1996:108), indeed, “...analyss about the representation or
reconstruction of social phenomena. (...) we do netehy report what we find; we
create accounts of social life and in doing so wastruct versions of the social
worlds and the social actors that we observe...” {&o& Atkinson, 1996:108).

The data were interrogated and interpreted, whidhe stage of the “transformation
of the coded data into meaningful data” (Coffey &kiAson, 1996:47) and the
results are shown in chapters, 5, 6 and 7. Themetets will present the key findings
in this study in relation to the three elementstted framework and the medical
secretaries and the legal secretaries. They aipnegent a thick description of both
settings studied balanced with interpretations.imalfintegrative analysis will be

presented in chapter 8.

4.9 Chapter summary

This chapter has outlined the methodological apgrdaken in this research with
medical and legal secretaries in Scotland. The tehapegan presenting the
motivations for the study and the objectives séte fualitative approach and the
methods chosen were considered the best onesigvadhe objectives presented. In
order to conduct the study and test the concegtaatework, the ethnographic
informed approach was applied as it was seen agppropriate strategy to better
capture and gather rich data on the work of sedestan both sectors.
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The chapter also provided a detailed account of kimevresearch was planned,
designed and carried out.

After going through the methodological steps asulesd in this chapter, the next
chapters will present the research findings.
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CHAPTER 5: THE CONTENT

5.1 Introduction

This is the first of three chapters (chapters fisex and seven) presenting the
findings of the empirical investigation described the previous chapter, chapter
four. It considers respondents’ perceptions oncthreent of their work, one of the
three elements of the conceptual framework propasedhis study to better
understand occupations. Respondents’ descriptidnshar work content were
presented under the themes in the next three alsapteese were mapped through a
LPA lens and the inductive analysis was found tenost helpful in relation to these

findings (see chapter four).

This chapter focuses on the key findings of inemd with medical and legal
secretaries. It brings together the perceptiont@secretaries on their work content
and presents an integrative analysis of each tegmored, that is, it presents
contrasts and comparisons in relation to the warktent of medical and legal
secretaries, also evaluating the data in relatmthé framework proposed. This
ethnographically informed study of medical and leg&cretaries intends to
contribute to meeting one of the main objectiveshid study, that is, to generate
data from which to apply the holistic framework walhiincludes the content, tasks
and skills involved; the context in which the taske undertaken, and the meaning
ascribed to the occupation by the individual, tived experience. In so doing, the
data and the framework will contribute to the stadyoccupations and to the study

of secretarial work.

Although the interviews gave the respondent thedoen to talk about the themes
important to them, there was considerable simylait the way in which all
respondents talked about their experience. Thetehap organised according to
themes from an LPA lens; this process was detaléde methodology in chapter 4.
The themes addressed here are related to thetheskecretaries undertake, the skills
involved in their work, the knowledge base and ititensity of work. In addition,

various issues in relation to those themes areaaldoessed, as described in Box 5.1.
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For the purpose of this research and consideriaigaihrespondents were female, the

secretaries will be referred to in this and inghbsequent chapters as “she”.

Findings in relation to the content of secretawalrk are presented in section 5.2,
5.3, 5.4, and 5.5 of this chapter (see Box 5.1)samdmarised within section 5.6.

* Tasks undertaken

* Variety of tasks

* Gendered related tasks

» Task fragmentation and intensity
* Job description

* Role of technology

* Demand of tasks

Skills
e Skills needed for secretarial work
» Variety of skills

Knowledge base

Intensity of work

Box 5.1: The content — summary of themes and sub-themes

5.2 Tasks

When talking about the tasks they undertake at wbdh medical and legal
secretaries gave interesting insights into what #etually do and how they perceive
the content of their job. The themes presentedhisrdhapter and in the subsequent
ones are very interrelated and sometimes overlape ©xample is when the
secretaries talk about the tasks they develop laeyl dlso address issues regarding
their skills. The same happens in relation to wihleey talk about the role of

technology and also address issues on skills andftacts of change in their work.
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5.2.1 Tasks undertaken

Respondents listed a range of tasks they undewdlkeh require a range of skills.
The list presented by all respondents did not difigerms of content from the legal
and medical, however, the degree to which theythsie skills for the tasks and the
amount of time spent on the tasks does differs@dretaries, for example, undertake
typing, filing and dealing with public enquiriesottever, data indicates that in the
private sector, the legal secretaries spend mottenf time on typing whereas the
medical secretaries have to type, do the filingl baise patients’ notes with other

departments or other secretaries and answer patieeties on the phone or by letter.

Below there are two tables that present the tasksribed by both medical and legal
secretaries. The nature of the task does not hasat gariation. However, the
context in which the tasks are carried out varyr Erample, within the legal
secretaries’ context there is more information tedbgy available. However, they
demonstrate that most of their job comprises typmmgl also some respondents
demonstrated how their line managers became mdepéandent and carry out some

traditional secretarial tasks themselves.

Table 5.1 below presents a list of the tasks ua#lert by legal secretaries. For
comparison reasons, in bold are the variations @natcharacteristics of the legal
secretarial area when the tasks listed are the smrbe ones listed by medical

secretaries in Table 5.2.
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Answering the phone

Managing emails

Typing

Dictation(digital based

Diary management
Copying/photocopying

Filling in databasécasesrecords)
Filing (digital based

Printing and posting letters

Dealing with public enquirieglients)
Covering reception

Managing and arranging meetings
Liaising (solicitors, other secretaries and admin staf
Scanning

Events organisation

Biding

Table 5.1: Legal Secretaries’ tasks

Answering the phone

Managing emails

Typing

Dictation (tape based

Diary management
Copying/photocopying

Filling in databasépatients records

Filing (paper based

Printing and posting letters

Organising case notes

Dealing with public enquirie§atients, labs
Matching up patients’ notes

Managing appointments

Doing statistics

Liaising (council, social work, voluntary sector, Scottish Eecutive,
solicitors, all health professionals)
Organising theatre list

Managing waiting list

Table 5.2: Medical Secretaries’ tasks

Unlike medical secretaries, the legal secretariessidered typing as their

predominant task. Other tasks beyond digital trapsons of lawyers documents,
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such as events organisation, diary management iarging, are also personal

computer (PC) based and thus involve typing.

5.2.2 Variety of tasks

Job descriptions present the tasks which the mledeaetaries will be doing at
work, and in the case of the NHS, the tasks of dicaé secretary is called “key
results areas”, where there is a list of tasks eegein the role (see Appendix F).
This study also highlights a range of ‘additionatks’ that medical secretaries
develop at work that are beyond their job desaiptHowever, sometimes it is not
easy to determine what an added task is or whiatalves. Firstly, secretarial work
Is a job that employs a wide range of tasks, agven task might be interpreted by
someone as an added task when it is just part athantask; secondly, because
additional tasks might be interpreted by secretaai® tasks which involves a more
subjective area, such as a higher level of emadtiskils or knowledge, that is, the
demand of the tasks might be considerably differéné extract below exemplifies a
situation when a medical secretary has to deal watly difficult situations and how

she considers this as an added task:

“(...) general telephone duties which can involve gleophoning up being

really distressed, even to the point where theytbay want to kill themselves
and you've got to actually deal with that or passito the appropriate person.”
(...)R4

R4 describes an occasion when she needs to ddalawphone call of a patient

threatening to commit suicide. In addition to haskt of answering the phone and
providing the right information, R8 needs to redsgnthe patient’s situation and

transfer the call to the appropriate person. Sonestj as R4 reports, nobody is
available and she needs to make a decision on iwllé best thing to do and also
takes the call further asking more questions to phdent to better assess the
situation. For R4, the added task is translatealtimt demand placed upon her in this

situation. It is distressing to the secretary,resdescribes:
“(...) it can be distressing at the time and you gsvaome off the phone

thinking did | do the right thing? At the back ydur mind you think if that
person was to kill themselves how would you feeta Yvould feel awful you
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know. So yeah...it's maybe only occasionally that get it but it's probably
the most stressful part of your job you know?.{.(R4)

The sample of legal secretaries interviewed in #tisdy, indicated that legal
secretaries perform a mixture of traditional sexiat tasks and tasks related to the
context where they develop their work, which in tase of legal firms presents
more advanced technological facilities for carrymg tasks. In the legal firms the
secretaries’ tasks and the frequency in which dreydeveloped varies in relation to
the location and team in which the secretary wonksch will be discussed in the

daily routine section.

The common tasks reported by legal secretarieshiavanswering the phone,
managing emails, typing, digital dictation, diaryamagement, copying, filing of a
range of documents, covering reception when neeaedyell as dealing with the

public and clients.

The legal secretaries demonstrated that typingomsidered the predominant task
developed at work, also being related to othersasley have to develop. For
instance, when organising an event or doing disaagement, a lot of typing is also

involved, as reported by R19:

“90% audio typing and the rest, 10%, is just gehedmin — filing,
photocopying, faxing. Sometimes on the telephoot pt so much, and
scanning, stuff like that.”

The following extract shows how R25 demonstratew kloverse her work is and

how it is comprised of many tasks:

...and again there's a few hats that | wear butal'sort under the one general
hat. Whereas as | say my previous job it was lbtfifterent hats and there was
not really one general hat.”

The additional tasks reported to be undertakerhbyldgal secretaries are related to
firstly, new procedures within the organisation apdssibly a result of the
redundancies in the past few months when legalsfimvere experiencing the
economic downturn in the UK:

“(...) When | first started it was just what | didfbee, it was just typing and

things, but now they're bringing all these new glites in where the
secretaries have got to do money laundering arttsthes secretaries feel that
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that should be the solicitors doing that, becatisguite an important job and if
you do something wrong we'll sort of get the blarAed they're getting us to
do... What's the other thing they're getting us to (do) Oh, credit checks,
checks on firms and see what their credit ratingns things like that. So
they're adding more and more because they madé¢ af lpeople redundant,
unfortunately. (...) I don’t mind, but as long as yget full training on it, it will
be absolutely fine. It's just they’'ve added mone anore...” R18

R18 exemplifies how their job has been affectedh@ychanges in the organisation.

R18 indicates that the nature of their job is clagpgnd more responsibility has
been added to it.

Secondly, additional tasks were also related tovitlame of work, more than its

content:

“It contains more in the fact of | work for more qme, the volume has
increased, um...the actual description of what | dp n.as | say it's more
because of volume, because | work for more peopléor’t just work
for...when | first came here | was working for thyg=ople and | now work for
one, three, four, five, | work for five and a hptople. One...luckily one is on
maternity leave at the moment, and the half is beeeher normal secretary
only works three days and | work for her the ottves days. Yes. So it's the
fact of the volume not necessarily the job desioipt R25

However, some legal secretaries reported that thexenot many additional tasks

involved in their job as job contracts today coneinly all secretarial duties:

“No I don't think so because they've got so muchhia job description to cover
itall. Yes.” R24

“Well, yes and no. My original job description ieopably spot on to what | was
originally doing, but the job has changed, the nembf people that you're
working for, but the job spec doesn’t actually ssyw many people you're
going to be working for. It doesn’'t say you'll wofler two partners, you're
doing this and you're doing that. It just says it helping out with scanning,
copying and binding and any other duties that yaghitbe required to do’, so
it pretty much encompasses everything they canyaskto do. But it has
changed over the past five years and the thingsvibare been doing, but |
wouldn’t necessarily say that’s not covered injtitespec, you know, with the
‘any other duties’.” R23

5.2.3 Tasks they do not undertake

Some of the secretaries in the sample, both leghhzedical, mentioned that they do

not perform some tasks anymore, such as serve ecaffedeal with the line

manager’'s personal affairs, or even “just answez phone”. The findings
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demonstrate that the secretaries highlight thestédskt distance themselves from the
traditional stereotypical secretarial picture, sastthose presented by Pringle (1989)
as the “office wife”. Pringles’ “office wife” defition explores gender and sexuality
issues involved in the secretarial occupation; denition of secretary addresses the

common representation of the occupation as a wareatupation.

The respondents’ description of their role or teslk® demonstrated a defensive way
in relation to this stereotypical secretary andgémder relations involved in their
work, as argued in chapter 3. This situation redesmimccupational claims of
members of low level occupational groups, when thdiculate their occupational
culture when talking about their work (Watson, 19¥or Watson (1995:228), with
low level occupations, the content of their worknmre likely to function in a
defensive way — helping occupational members cojpie pvoblems. This situation
and this ideology as expressed by the secretaresemt a need for society and
organisations to be sensitive to the ideologicaoants presented by occupational

members, such as secretaries and any other ocoo@lagiroup.

5.2.4 Task fragmentation and intensity

While the legal secretaries perform a more repetitange of tasks, the medical
secretaries have a wider but fragmented rangesk§1d his fragmentation translates
into a high demand placed on them to deal withedsfit tasks with different
intensities. For example, the medical secretar@®esmes have to deal with
difficult phone calls from suicidal patients, asther addressed in the subsequent
sections. However, the legal secretaries perforen tthditional secretarial tasks,
especially typing, but with more advanced technicklgfacilities. These are also

examples of contextual factors that differentiaterttheir work is performed.
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5.2.5 Job description

The sample interviewed in this study indicated tiadical secretaries perform the
traditional secretarial tasks and other tasksrtight be related to the context where
they develop their work, that is, the industry déinel constraints involved in the work
they do. Although the NHS has a standard job deson for the position of
secretary (see Appendix F), many job descriptiores @artial and they fail to
describe the amount of activities undertaken byedioal secretary on a day-to-day
basis. The secretarial role is one type of work ties a high variation in activities
(France, 2009), as it is dependent on the typegdrosation and sector, and again,
variation in terms of the context of the organatiOne example is the variation of
tasks of a medical secretary who works in an oigpasection of a hospital from
another medical secretary who is in a General Pawr (GP) practice. In a
hospital a medical secretary may be allocateddpegific department or ward where
their contact with the hospital staff and patiemgy vary according to the area in
which they work, whereas in a GP practice they migtve to handle a high range of
activities related to patients’ enquiries and kargth doctors and nurses. The extent
and nature of the work of secretaries may also aapprding to their management

and the consultant(s) they work for.

In addition, when asked if they think that theib jmvolves more than what is

contained in their job description, some of thepoeglents mentioned that the job
description presented to them would normally hadescription of a duty that would

involve many different activities, that is, a degtion that would easily be applicable
to different tasks. As exemplified by R8:

“The most important part of your description is daany other tasks that are
deemed suitable’. [Laughter]” R8

In fact, such a clause is not unusual in practjob; descriptions cannot cover
everything. Thus, what is demonstrated by the nadsecretaries is that what
concerns them is, firstly, the extent to which #thexlditional tasks place more
demands on them and the intensity of these demaedsndly, the significance of
those tasks to their work and, thirdly, the ranf¢éasks, whether they are the same

tasks as presented in the job description or matak found in the data that those
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additional tasks place a higher demand on therarmg of a higher range of tasks to

be undertaken as well as the emotional demandtaskk might require from them.

Although the tasks undertaken by the secretariese waefined in their job
description, the list of tasks they undertake i$ exhaustive and they actually
undertake a wider range of tasks than what theye vimitially hired for. It was
possible to observe that in some job descriptionsiged by the respondents there
was usually a line describing a role that wouldoengass any other tasks that might
be undertaken. This invalidates any chance of s@ee being able to complain
about the excess workload and terms and condittbngork for which they were
hired. This situation of a performance beyond wtis organisation formally
requires from the secretary also confirms two sibma as Wichroski (1994) argued
before. There is a discrepancy between the workcpieed by the organisation and
the work and skills performed by the secretariesn® the centre of the information
flow the secretaries know more than is acknowledged recognized by the
organisation, however, they are still managed bligher level of bureaucratic
control. This exemplifies how important it is todm contextual factors surrounding

an occupation in order to better understand thapmton.

5.2.6 Role of technology

The role of technology relates to the content afetarial work to the extent that it

affects their tasks and how management contral weik.

The sample in this study showed that most medieatetaries use NHS software
(e.g. OASIS) routinely for most of their tasks; remer they do not have any input as
to how the system should work or how it could bepiaved. The tasks they

undertake are very controlled by their managers #@mair work is more about

managing data in the computer system than any atpet on how data should be
managed. This is very apparent with the legal $ades, as to enable them to work
they have a variety of high standard IT equipmenilable. The secretaries’ relation
to technology demonstrates that the control ofrttaesiks is dictated by management.

Other aspects of the role of technology in the wafrkhe secretaries studied will be
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analysed in the next chapter as it will also batesl to the secretaries’ context and

how technology is about changing roles.

5.2.8 Tasks and effort

One medical secretary reported that the consusfamtworks for does not take calls
from patients, so she has to deal with a lot obrimiation regarding the patients’
deteriorating conditions as well as the patient wight think she knows what is

wrong with him/her.

The tasks the medical secretaries develop at wenkodstrate that there is a lot of
effort involved in their work. Although the taskkely develop might be to some
extent repetitive in relation to the type of tagskoe undertaken, there is a lot of effort
involved. The effort involved in their tasks is albadealing with situations that

happen to them at work and are unpredictable nfdasedime.

In summary, both medical and legal secretariesoparfa combination of tasks and
they are very alike. Writing skills and confidettitya (Vinnicombe, 1980) are still
present in the occupation. However, in both casess anticipated that future
technological developments will change their tasikd might bring an unstable state
for their work. The demand on them may keep groveing more responsibility may

also be involved.

The secretaries interviewed do not participate enigion or planning processes in
the organisation, even though the kind of work tdeyand the information they deal
with are crucial to inform processes of decisiorkim@ in organisations.
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5.3 Skills

As discussed in Chapter 3, previous research hasdowidely into the skills of
secretaries and there is a developed body of sidéearcl. Medical secretaries
were asked to describe the skills required forrtjudd. They were also asked to talk
about what sort of personal characteristics arelewe¢o do their job. These two
guestions were usually answered together and elsnmantechnical skills were

mixed with soft and tacit skills.

5.3.1 Skills needed for secretarial work

The majority of medical secretaries talked abopirty as the main skill required for

their job. For them, it is preferable to have “...ampetent sort of speed and
accuracy...” (R12). Respondents also demonstratedtyyovwg skills are considered
a major part of the job and related it to the taet they deal with very sensitive and
important information in the medical area, informoatthat relies on the accuracy of

their typing, as reported by R15:

“For the job ...well probably fast typing skills ...y®e got to be quick on the
computer because ...a lot of these letters used tsoleof ten days, letters
would have to go to the GPs, it doesn’t happen umzdhere is just such a
volume of work to do that. ...You've got to be rgadjuite quick and accurate
because it's not like you're just typing figuresdahings, it's people’s health
and drugs, you've got to be really careful.”

As for the legal secretaries, the skills requireddo their work were described by
respondents in relation to technical skills and séflls. As stated in the previous
chapter, the issue of secretarial skills has bésrudsed (see Table 3.6) and lists of

secretarial skills have been built in other studses Table 3.8).

The legal secretaries listed typing, communicatiattentive reading, articulation,
telephone manner, ability to prioritise, organisati and flexibility as the skills

required for their job.

14 See Webster, 1986; Giles et al., 1986; Khalid 020Ralid et al., 2002; Kilcoyne, 2003; Thurloway,
2004; Truss, C, Rosewarne, A. &Alfes, K., 2009.
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For the majority of respondents in the legal atgaing skills were found to be the
most important part of their job, given the amoahtime spent typing on a day-to-
day basis. The statement below demonstrates howespmndents perceive the kind
of skills involved in their work and how they asigde them to the need to be a

person who learns easily.

“Skills for this type of job? Well, obviously youégot to be a keyboard
worker, and you've got to have a lot of common senot necessarily 1Q, but
common sense that you can be taught. You have tedmhable, because if
you're not, you're never ever going to learn ak fhs and outs, and anybody
can go and type, copy type or audio type, but talile to retain information,

it's a case of you're either going to have...” R20

“... you have to be a fast typer. And know how to aseomputer quite well.

Some firms are a bit more strict about what systamg stuff you've got

experience in and they require to see the expeariand qualifications. Others
are more lenient, they don't care as long as yawkhow to use Word, that's
all they want from you. But apart from that, naich else.” R19

5.3.2 Variety of skills

Other skills were also cited by most respondentshsas computer skills, good
communication and telephone skills. Most resporglspbke about situations they
have to handle on the phone with patients as vgelvith patients’ relatives. They
also mentioned the importance of having “telephoraaners” skills as they always
need to handle difficult calls. About this R12 rgpo“...a good telephone manner,
you're dealing with patients that are sometimesetasid worried, so you need to
kind of have a good telephone manner and be ...kirkhow how to deal with a
situation as it arises” (R12). In fact, respondetgmonstrated they have a range of
skills that encompass not only technical skillsjcihare more visible to the kind of
work they do, but they also have interpersonalskilat are exercised in doing their

tasks.

Also related to telephone skills, the majority e§pondents mentioned that common

sense and good judgement is also important tovdéalissues they face at work:

“Judgement, yes, you have to use a lot of judger(el@) because especially
where you've maybe got somebody phone up and shyit@ essential | see
the doctor this week, oh it’s essential’ and over years you get to know your
patients and you think ‘Yes, you always say thad &fs not’, so you can
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discuss it with the patient, discuss it with thetdo or say ‘Well, OK, | haven't
got anything this week, but what if | give you ampaintment next week?’ and
sometimes it’'s ‘Oh, no, no, it's not good’ and atliemes they say ‘Yes, that's
fine’. So again it is using your judgement.” R1

The above statement also illustrated how the mkdiearetaries are effectively
involved in allocation of resources at a micro levihey need to be able to take
decisions as to whether the patient has a gene@igeest and if needs a priority
attention given by the doctor. This decision rebestheir experience and knowledge

of the patient history.

Soft skills

Amongst the medical secretaries, the majority afwaars about soft skills required
for the job were in relation to the way they shooddhave at work. Some respondents
talked about dealing with difficult people and 8teain this sometimes puts on them.
Those situations require the medical secretarié®ta calm and patient person. The
following quote is an example of how one of thepmxlents tries to relate to her
work as she thinks “sense of humour” is an impdrsiail for a secretary. Her report
shows how much the medical secretary has to detd amd how the hospital
environment can be very stressful for them:
“l think you have to have a sense of humour. ...wdrigth oncology,
obviously oncology is...there’s never really a happging, or very very
rarely a happy ending ... to get through the day wheted to do was |
didn’t think of patients as people, | thought aéitihas a set of case notes,
so technically they didn’t exist and that's hownny head you don’t get
emotionally involved. ... if you didn’t have a sersfehumour and able

to laugh about the silly things that go on in tffice ...l would spend all
day in tears.” R8

Indeed, most respondents kept talking about skillsh as common-sense and

calmness, as to them, it was very closely relatetié kind of work they deal with:

“Just | think...maturity, common-sense and calmnessidally. ...basic
secretarial skills, um...good typing skills, ... goodganisational skills
...you've got to be fairly diplomatic sometimes. ...daobviously patient and
understanding with the patients because sometimesiémands are intense!
...you've also got to be ...prepared for anything ureeted. | had someone
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call just last week who told me that he was inrtiiddle of committing suicide.
He had stopped to call me back to tell me that saad fairly sure it wasn't
a...a serious threat ...but you have to deal with #mat it...it can be difficult
because it's not something fortunately that we hHaweeal with very often... ”
R2

When asked about soft skills, the majority of legakretaries spoke about the
importance of being a “people person”, as commuiocais a big issue in any

secretarial work.

“As | say | think it really is the fact that youv®to... to know how to ...as |
say communication is a big part of it. And if yoant communicate with the
people that you work with then | mean whether itybe are one person in a
small office, or like here you are one person ibig office and a horde of
secretaries. ...or even just in a straight secrét@o®l where you're just
bashing out documents. It's... you have to be ableotamunicate, that's very
important. ...I mean we can all be...in our own littherld at times, but as |
say if you don’'t communicate then...but | think tisaty any role isn't it? Other
characteristics...| mean a secretarial role is...it'ss. mot...it doesn’'t have to
be technical. | mean if you wanted to really go dow think in any job, if you
really wanted to be technical about things you ddad. (... ) | think you need
to have for any secretarial job you need to justible to have good ...person
skills, people skills are important and | think ey thing is you need to have a
good manner. ...I deal with clients all the timetba telephone and you have
to be able to have | think a good phone manneredis'\R25

The legal secretaries also spoke about being ébokegerson and prepared to do any kind

of tasks that may appear. This is exemplified anfthilowing extract:

“You have to be very reliable and dependent becaosectimes, it depends
who you work for again, but a lot of partners skeirt secretary as PA of
everything, you know, and you're expected to harellerything if they, you

know, screw stuff up or... Even need the little gsrike ordering their dry

cleaning or, some will expect you to do that, so'ye got to be quite thick
skinned sometimes. Because some people takeaih assult, those kinds of
tasks, but...” R19

Organisation skills

Some respondents called attention to the importasfcerganisation skills and
attention to detail. In the statement below, R8shdww, from her perception,

attention to detail is so important:
“...organisation yes, you have to be well organisedwouldn’t say you had to

be the fastest typist in the world but it helpslt.helps to get through the work.
...attention to detail, that's something. There araes everybody makes
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mistakes and there are times when you're listetingarphones and you can
pick up that a consultant has given the wrong adseedication or the wrong
times, because my letters are electronically chebgkaat | will do is | will put a
wee footnote in and just say did you not mean suthsuch? And sometimes
he’ll come and he'll say yes that'’s right well ggot And other times he won't
and | just notice it's been changed! ...I think thatl think that's the most
important things (...)” R8

In R8's statement, she clearly does more than vidhatxpected from her as a
secretary in her typing work. Her skills go beyamdnanual and routine work of
typing as she uses an acquired knowledge of h&cplar work and highlights errors
made by doctors. She uses skills that are notrifobedescription and demonstrates
important tacit knowledge. Her ability to be abbespot errors provides additional
value to her work, as she may be saving the candidttime. Her statement also
shows that at times she feels that her action e@sgnised by the doctors who made
a mistake and thanked her, while sometimes notisisgid to her but she can notice
that the doctor changed the mistake she spotteuoutitacknowledging her. The
medical secretary’s ability, as exemplified in theote above, suggests that there are
additional skills that are not formally recognideglithe organisation insofar as they
are not contained in the job description, but whitdike a significant contribution to
the service being provided. In addition, as R8 asgit is “the most important” part
of their job.

The importance of organisation skills was alwaygleasised by respondents. The
respondents deal with a large amount of paperwoHhospitals and they have a great
responsibility in keeping the paperwork within easgcess. The need for
organisation skills was also associated with theated of work they have from
doctors and other people in the office and the tiney might save when their work

is well organised and when they know what needetprioritised, as R6 reports:

“...organisational skills are a must because the amoupaper that crosses my
desk is amazing, it's a huge amount. And...the talss he asks me to do as
well you know, he’ll send an email for one or h&time through and verbally
ask me to do something else. And then somebodyaellseome in and say can

you do that, and you need to be able to rememlkp#aaritise. So you need to

be pretty organised.” R6

The data so far suggests that the medical se@sthave a range of skills, such as

organisation skills and judgement that establishlase link to the consultants’
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workload. In developing these skills in an effeetivay, the medical secretaries have
a very positive influence on the flow of the conaants’ work and the service they
provide to patients, not least the kind of orgamsathey work for and the demands
placed on them by the organisation. The medicaksmtes need to be able to make
judgements when dealing with patients as well asab& to communicate
effectively, and in doing so they contribute to twmsultants’ work avoiding further
delay in the process of seeing a patient or avgidimy lack or mixed information.
This is one example of how the medical secretaie$act, work with more skills
than expected, or skills which are recognised asgbpart of a list of secretarial
skills required to their role. That judgement imajor skill, as respondents argue, is
connected with a high level of knowledge, not ooly systems and processes
involved in their work, but also about the work temt of other people, such as
doctors and nurses. Thus, their judgement is eseaidn relation to a wide range of

knowledge and tacit skills.

Shorthand

Another skill frequently mentioned by respondestshorthand. It was found that the
older respondents who had training in shorthantuste it as a tool in their work.
They report that it is not a requirement todaytfee work of a secretary, however,
having the skill available, they always find it piell to use on telephone calls or
when taking minutes of meetings. Not all secretaagree that shorthand is a dying
skill.

Decision making

Decision making was also cited by the medical dades as important. They
sometimes have to manage information and patiehénwonsultants are not present
(“You need to be able to work on your own and md&eisions if the consultant is
not around...” R5) and this involves a high levelskill and responsibility. The

skills involved, as stated before, relates to treglical secretary’s capacity to judge
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when a given situation, for example, requires narrkess attention and which action
they may take. There is a high degree of respditgiplaced upon them considering
the type of the work they deal with — people’s tieal and the responsibility of their
actions and the possible consequences a wrongateamsght bring to the service or
the patient him/herself. However, there is no denismaking related to higher
management decisions or decisions referring to theik in terms of processes and

the computer system they utilise.

Considering that respondents work for differentamigations in the private sector,
legal firms, and the public sector, the NHS, thelgtindicated there were similarities
and differences in relation to the skills of thers¢aries. It was found that these
differences seem to relate to the industry sectevhich they worked. Both legal and
medical secretaries indicated that their work cosgsr multiple skills and tasks.
Respondents also indicated that their work comgrisaltiple tasks undertaken on
tight deadlines and often they were interrupted andetimes expected to do
something urgent for the line manager, resulting rearrangement of priorities and
plans. This rearrangement of priorities makes twetaries a very flexible kind of
worker, as they have to be able to analyse theat®itu and prioritise what is

important and then carry out their daily tasks.

The statements of the legal secretaries preserdate degree of difficulty in

defining the skills required for their job and tkills they have or develop at work.
The legal secretaries listed technical and softsskiowever, the legal secretaries
seem to describe their skills not mentioning majolis that are associated with their
work and tasks they undertake, which for them maydgarded as not relevant to

formal recognition.

With medical secretaries, a range of skills, ndiy@ncompassing technical skills,
were listed, however those skills are the ones misible to people. In contrast, they
mentioned some tacit skills as the major skillsreised in the kind of work they do.
Secretarial work has always been problematic asetige an association with a
nurturing sense (Kennelly, 2006) and many timestemal skills are not recognised
by people in organisations (Wichroski, 1994) asthobdshem are gender based. This
situation has to be considered in relation to trgawisational context in which the
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secretary works (Wichroski, 1994). The level ofktasand skills performed by
secretaries might be associated with the degreerefaucratic control and the size of

the organisation involved.

The data suggests that, for medical secretariepitédethe constant changes in the
NHS in the past, their core skills have not bedecatd as they still perform many of

the same tasks although more skills are needed mBuical secretaries’ fears of a
loss of skills with the future introduction of thiggital system may be a product of
the demand imposed on them by the NHS. This isusegdor them, the amount of

work still grows and the introduction of a new gyatwill change the nature of their

work, will stop them from working with some skilteey always used; but the new
system may create a higher demand in relationhter aasks.

It is important, however, to take into account thajor changes that constantly
impact on the nature of work (Krause, 1971) anis iho different for secretaries.
Changes impact on their work and on their skilletithstanding, there is a degree
of difficulty for secretaries in assessing thelskdisociated with their work.

Data indicates that secretaries find work expeaanportant as well as the ability to
deal with more complex situations and being ableuse their judgment when
undertaking a task. Although they make this claimbeing able to exert their
judgment and to deal with complex situations, dacies are still subjected to a high

level of control.

5.4 Knowledge base

When asked about the kind of knowledge requiredHeir job the majority of the
respondents answered that, in the case of medicattarial work, it is “common
sense” and “medical terminology”. The answers vhiie terms of perception of
knowledge as something learnable or somethingeelat personal characteristics or
tacit knowledge. The secretaries answered thistigmesften mixing descriptions of

types of knowledge and types of skills.
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“...I think you have to have a lot of common sensegspecially dealing with
telephone calls. | don't think it's so much yourokviedge because knowledge
you can pick up as you go along, you'’re doing sbimetday in day out, you
will eventually become an expert in these wordsl think in a way...a lot of it
is common sense ...l think that's the most importhirtg. ...anybody you can
teach to type, ...anybody you can teach to answerelephone and take a
message with a phone number, but | don't think gould teach anybody to
deal with a doctor/consultant, that's one thing8’ R

A great amount of the knowledge described by thelicaé secretaries is tacit
knowledge. Indeed, the above quote neatly illustrahow the respondents
demonstrate that, for them, the medical secretacelipation is formed by tasks that
can be undertaken by anybody. However, there atks $kat require a personal
ability to deal with specific situations and peqms in R8s example, an ability to

deal with doctors.

Medical secretaries are required to have knowlexfgmedical terms to use in the
production of documents, as well as to direct pdsi¢o the right place or to the right
people. Thus, the degree of knowledge of medicaigesnables medical secretaries
to judge whether to deal with something or pasmitto the appropriate person or

department.

“say for argument’s sake my consultant goes ordhgliand he will say right
all the mail coming in, would you read through thié mail, and see if there’s
anything that you think can’t wait, would you askansultant to look at it. Now
obviously he’s not asking me to make a medicalgiecj he’s asking me just to
have a look at things and if something doesn’t lgake right it's...he wants

me to...pass it on, deal with it. Um...which is firsgain...anybody can read
something like an MRI scan report and really alli’'ye doing is looking at the

conclusion. If the conclusion says normal exanmimayou tend to say that's
fine it can wait. If the conclusion says um...maywlaspace occupying lesion
you know straightaway to find somebody. But agaio have to know what a
space occupying lesion is you know? So again ylealonus is moving more,
they don’t have the time to spend so yeah they aalyou a bit more to pick
things up.” R8

For legal secretaries the question in relatiorh knowledge required to carry out
their work provided the interviewer with a mixtuoé knowledge they believe is
required for their job. The majority of respondestid that the most important
knowledge required for the job is a good knowled§e¢he English language, as
reported by R24 and R20 below:
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“Well you need to have a good understanding ofEhglish language, maybe
not so much (...) well grammar especially, but neagbt so much punctuation
because a lot of people don’t use punctuation n®24

“l think first and foremost you have to have a kggood knowledge of the
English language, to be any sort of good secretaryhecause when you're
called upon to type things out, there are timesraly@u don’'t have time to
search a dictionary. | know you’ve got word-speitiaall the rest of it on PCs
now, but even that takes time, and if you've madetaf mistakes, spelling
mistakes, your boss spends a lot of time, everherspell check, to go down
through and so click on it to change it to the ectrspelling and everything...
So | do think a good knowledge of the English laaggiand good vocabulary.
(...)” R20

When answering the questions on the knowledge medjuithe legal secretaries
related to the notion of personal appearance. Regmts mentioned the importance
of having good presentation in relation to howppraach a client either by phone or
in person. R20 below discusses the need for atsegit® be always well presented
as she needs to have a presentation compatilie toontext in which she works, as

clients might expect it from legal firms’ employesmsd the secretary is also included:

“And | also think for a secretary, she needs t@ble to have a good telephone
manner and also to present herself properly tontdievhen they come in.
Because a lot of times, yes the clients expectatttaal solicitor to be well
addressed and to be polite and etc, etc, you ktimy, have an idea of how a
solicitor should be. And when they see the segretathe secretary comes up
and she’s got scruffy looking trousers on and magbgimper that's had
something spilt on it, or you know, or her hairinsa mess, she just generally
looks a bit untidy, they’re going to think ‘My goehat on earth is this firm
doing, employing someone like that'. ....” R20

It was also reported by respondents that it is magmbd to have a good knowledge of
the system used in the organisation, such as tiase packages a legal secretary
will be dealing with. “You really have to know haie system works. Because if you
don’t know how to do that, then that would be wn&body else just couldn’t come in

and do the job that I did, they would need to bewsh know the system, know the

way around it.” R22

Another important knowledge the legal secretariesicas important is to know how
to deal with people. On a mixture of knowledge akitls requirements, R25 describes

the importance of knowing how to relate to people:

“You have to... obviously be able to type, ... | thighu have to ...good
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listening skills, ...that is very important. You hatebe able to have ...a good
rapport with the people that you work with. ...asald earlier my boss | was
told when | had my initial interviews and what haxe was told that he could
be very difficult. | get on very well with him buiis the fact if | know...I can
usually gauge his moods. So that | know when | sart of talk about the
family and have a joke, or whether it really isstig business today, or really
step back and stay out of his way! [Laughter] ".R25

The respondents also mentioned the need to know tbodeal with people and

especially clients.

“(...) I think when we’re dealing with our clients weeed to know them, we
need to know how to approach them. Some clienta éittte bit more sensitive,
some want to call you and just have a long chatyemdneed to be able to...
We have a lot of elderly clients and they oftennhthrough because they just
want someone to talk to!” R23

It was also mentioned that most of the knowledgpiired for the work of a legal
secretary is learned along the way, that is, onegerson is working in the area. For
the respondents, there is no need to acquire timd &f job with an existing
knowledge of what they will be dealing with at digtors’ office. However, a pre-
knowledge of things such as legal terminology isasdwantage. This is illustrated by

the following statements:

“Personally | think you need to know grammar, ye@ed to know the language.
You need to be able to type fast, you need to know Word, especially Word

works. Obviously you get training if you need itdd training. And | suppose
background, legal background, helps. You need twkwhat to do, what kind

of forms you need for a particular thing. But tkadlso one of the things that
you will learn during your job.” R17

“No, not specifically. If you're starting out frocratch, then | would say no,
you build up the knowledge. And if you tend to beone field, for instance if
you're in commercial property, you'll build up adwledge of that. So if you
do go and look for another job then you're morenthieely to be placed in that
type of job again, unless you specifically ask yagency or whatever not to
place you in that, and you're wanting to gain diéf® experience. But it's very
difficult to get your foot in a different departnténR21

The above statements exemplify how the legal sagestfind it important to know
the English language well in order to work well aihé majority affirm that the
knowledge required for their job is built throughothe years of experience.

Interestingly the secretaries also demonstrated they perceive their job as a low

141



requirement type of job, also reducing it to techhiskills to the detriment of
knowledge. As R21 states, “... You don’t have to knehat you're doing, as long
as you know how to ... copy a document and that, whitget you into the job.”

R21. R21 reduces the work she does and the regemtsnm terms of knowledge to
merely knowing how to technically produce documemitsi no need for knowledge

of the content being treated.

In addition to the terminology they described am@essential knowledge required
in the sector in which they work, there is alsoed to know the processes and
systems involved in legal firms and hospitals. Hesve there is a suggestion that
secretaries can be easily substituted by anothesopgeas formal knowledge or

gualifications are not required for entrance tdheitmedical or legal secretarial
positions. Indeed, in most cases, knowledge isisedjon an on-the-job basis; this
was confirmed by the secretaries interviewed, ahdé tmay enhance the

substitutability of the secretarial workforce. Onaeposition is available, anyone
could start a secretarial job with no previous eguee.

Examining the responses of both sets of secretariessclear that there is a struggle
to describe the knowledge required for their johe Tegal secretaries reported that
the knowledge required for their job is good typiskills and, when possible,
knowledge of legal terminology. However, they &ihk that the major part of their
knowledge in the job comes from experience buirbdlgh the years of work. Some
legal secretaries presented a perception that din@d their work to merely the need
of having a technical knowledge in operating theln@es they deal with and being
able to produce the documents they are requiregremluce. What may have
happened in these cases is that the secretaridd oot detail the amount of
knowledge in the field that makes them able to wichsa job. From the tasks they
develop and the demand placed on them for theutalaay activities, it is clear that
legal secretaries apply a range of knowledge that dpeyond topical knowledge
such as legal terminology. The same happens withaalesecretaries. When arguing
about the knowledge required for their job, theyndaestrate that they need medical
terminology for the job. This shared perception rhayan example of how they see
their occupation and how it is sometimes reducedhbynselves to a very technical
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position not considering that every task they dadsomplished as a result of other

abilities and of a range of skills that constitutesir occupation (Lee et al., 2000).

This perception could also be developed among ¢bectaries due to the sector in
which they work. Both sets of secretaries work knowledge workers. In some of
the responses it was possible to notice that tlwetsgies position their line
managers in a “higher” state as professionalsjéthand recognized, while they are
far away from that state. This higher state alsotrdoutes to enlarge the distance
between the secretary and her line manager. Téiiariie was first seen, as discussed
before, when line managers perform tasks traditipnqeerformed by secretaries as

well as when they keep a physical distance frons#agetary in the office.

It is not easy to define the knowledge base of eteoal work. It is a non-

professional occupation and there are no formalesrgals required. A “knowledge
base” is not usually required by an employer; theyally provide a list of tasks
which the person should be able to execute. Todbpondents, knowledge in their

area is something built over the years.

Data showed that in terms of education and trajningst secretaries had either no
training in secretarial work or had, especially tider ones, typing and shorthand

training before leaving school.

5.5 Organisation of work

During the interview, the medical secretaries wads® asked to describe their daily
routine in relation to their tasks and the amountime and effort spent on each
activity. Most respondents reported at first timad isecretarial job it is not possible to
anticipate what is going to happen in any workingy.dThe description they
presented about their daily routine was based aaxt Wiey usually plan. As reported,
most of the time, given the nature of secretariatknand that line managers expect
them to be ready to help and assist them at ang; tthreir plans are not easily
operationalised throughout the day. This demoresrhbw secretaries are subjected
to other people’s priorities and are expected tprepared to do whatever is needed
at any time, which has an effect on the controy teercise over their work. Most of

143



the secretaries talked about their daily routimemetimes failing to describe it in
more detail merely because they might not reahseaimount of tasks developed on

a day-to-day basis:

“... From the start of the day | come in...I always nphe mail, first thing in
the morning, | like to get that done and out of thay. | always come in
between twenty minutes and half an hour early enrttorning because | like to
get things done, | like to be all organised betbeephone starts ringing and that
can start...in fact this morning it started at testpggight and I'm not meant to
start until half past but | answered it anyway. always open the mail first of
all, I check that everything is organised for tHmics, Doctor (name) has
clinics, Monday, Tuesday, Wednesday and Friday Ntbaday and Wednesday
clinics are first thing in the morning, so | like have everything organised for
that. ...l sort the mail out into what...whether | ngedrequest case notes to
come up from the home library or whether | havgddo different departments,
phone around different departments asking for #se motes, prioritising how
urgent they are. If a letter comes in and | dohibk it's overly urgent, it
doesn't have to be dealt with that day | will puteguest in on our computer
system, which is called OASIS. If not, if | thikkis something urgent and it
needs to be dealt with that day | will phone whigresecretary the notes are
booked to and I will say ‘can | get them’?. Sottban take anything from two
minutes to half an hour, it just depends, it degenthere are never two days
the same, you never get the same amount of mail, ngver get the same
amount of phone calls, anything, it's always diigr So it's quite hard to say
how you actually do anything you know? It deperids®imeone stops me in the
corridor and says would you like a coffee? Of celrs. | check my emails
next, | like to check them and get them all orgedjs..we have two deliveries
of mail a day one first thing in the morning andegust before lunchtime.
So...l always deal with the morning mail, the lunotdi mail | deal with after
lunch obviously. That's when you mostly get refesrghings like that come up
because they're all sent to the hospital via them@) store. So the girls
downstairs match them with the case notes and they send them up the
stairs. ...so that, | can more or less forget abloatt $ide of things until later on
in the day. And then basically it’s just startimgtype ...” R8

However, in some of the descriptions of a dailytireey it is possible to notice an

association between the tasks they do and howpémgeive their daily activities in

relation to time constraints. They often mentioat tihey cannot predict whether they
will have a routine due to different factors, swashthe many kinds of interruptions
they are subjected to in an office. Their statesel@monstrate a perceived level of
stress and worry as they strive to do their tagkisinva length of time acceptable for
them and for others. Most respondents stated ttwagtis not a normal day or a
routine for the work they do. They are always scigjé to interruptions and to do

what is asked by their superiors and their priesitias R25 describes:
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“l say there are no normal days but...saying thabglody the important thing
and it's important from my...boss’s point of viewtlsat | need to record his
time of what he did the day before. So that's abvélye first thing is time
recording. ... | was supposed to be on a trainingsmat nine-thirty yesterday
morning. | had um...sent an email around to the petpt | work with saying
I’'m not going to be around this morning, this ie tieason. And | had somebody
who came to me about quarter to nine and said dl tieie document dealing
with before you go on your training course, so...gtheng else...anything else
that | was doing...that was the case | was typingestatiers, um...the...it all
just went and it ended up | was about quarter ohaur late for my training
course because this document needed to be backthetperson | work for
before | could go off and do anything else..."

Their description of their daily routine also showsw the work of medical
secretaries is very fragmented. The fragmentatfahesr work is mainly referred to
in the number of times they are interrupted. Thsktfragmentation they experience
seems to be neither positive nor beneficial forrtiv@rk. Too much task switching
because of interruptions may result in a low lexfehccomplishment as most of the
secretaries consider that having a sense of acempnt is to get to the end of day
with their work done. Although interruptions may nsgtimes bring relevant
information for the secretaries’ work, most of time they might suffer from the
cognitive cost of re-engaging in a task and theetlost in finishing the task. This
fragmentation, though, can be explained in relatmtihe nature of secretaries’ work.
The secretaries interact with a lot of people,rimafly and externally, and are more
frequently interrupted.

For the legal secretaries, very unique descriptimese presented of their daily
activities and the amount of time usually spentantaking them. Below are some

examples of descriptions of a daily routine ofgalesecretary:

“I'll give you an average day. Yes. Well when | igoif there is any filing lying

I will do the filing if | can first. We have a typg structure that if a job is
marked priority anyone who is available has toltht job. So (...) you watch
(...) you look out for priorities, and you knowtifere are letters that have come
into the firm, we have to then go and scan themtiné system. We have to put
them into what are called case plans which arehercomputer, so you've no
(...) hard files apart from document folders. Sgamme wanting to see a letter
that you've put on (...) has to go into the cas@o you try and do these as
early in the morning as possible. But then you fygé things, you maybe have
to go and look for things in the safe, and lookgsi out for people but (...)
mainly it's just typing letters, you type a lot thieir emails, and you can call up
an email and put their name against it and thgmegure on it, email signature
and you just type in whatever they're dictating.dArou save it into their email
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folder so that they send it out and it's linkedhat file that they’re working on,
to that case plan so you more or less just dodbet the day. You work on
documents, you work on (...) big deeds and hawk ifa) changes and they go
between firms, and each firm if they make a chanigq...) the change you
make would be scored out and then you know if ye@taking something out, a
deletion would be scored out and then you woultl (ju3 whatever you type in
after that is underscored and it's usually in déf@ colours. And once
everybody is agreed to that you give them a cleasion and you engross the
deed, you rule it up for signature, and you bind you put it in covers with a
slide binder and when that deed comes back aledigou put on what is called
a testing clause and it just tells them how theddeas been signed, who's
signed it, who's witnessed it, where and when. #meh once that deed is done
like that you scan it into the system again angbiés on the case plan and uh
(...) then it gets (...) it depends on the typel@tument it is, if it's a disposition
selling a house it will go to record in the Landgiger. If it's a Will it goes into
our safe, although a copy is scanned on to theesystve must keep the hard
copy of that because it's signed and if there’sspute over someone’s Will it
has to be the proper Will. And then you maybe clite case plan once it's
finished with, you type up fee notes regularly, feges are done as often as
possible. And uh (...) you (...) you just take tteathe [36.28] they deal with it
after that. You type any letters that go with iif lpou don'’t type (...) you don't
make up your own letters. You have to get therdiathted now when that case
plan is closed you can still get on to it and seg @ocuments which is much
better than years ago when you had to order oufilelsl that were maybe in
storage. They can still see everything that's lat you know so (...) uh (...)
that’s (...) basically what | do, uh (...) if thaee(...) you complete their diaries
which are all electronic as well. And they haveocadsystem where you invite
people to meetings, you do this all the throughdizy. And you have boxes
that they can accept a meeting, you can call uppwsimmeeting rooms within
the office, all at the same time and see which imgeboms are free. You order
tea and coffee over that (...)” R24

A lot of the legal secretarial work is also subgetcto the priority of the task given by
the solicitors. The respondents generally repadtiatl although they try to plan their
day ahead it is not always possible to accomplistatwthey have planned and
organised to be done. When talking about her dailyine, R25 talks about how she
tries to plan her activities ahead and how theyustelly interrupted because other
things have priority for the people she works for:

“...as | say there are no normal days but...saying pinabably the important
thing and it's important from my...boss’s point obwi is that | need to record
his time of what he did the day before. So thaligags the first thing is time
recording (...)and then...came back from my trainingree, went for lunch,
first thing in the afternoon the document comeskbsaying there are some
more changes can you make them and give it baoke® So much so that my
list of dictation that | had from other people thatvork for got longer and
longer and longer. ...but...move forward 24 hourss tiiorning | still had a
list of probably a dozen letters that had been deftr from last night still
needed to be typed today. ...and we try and do...urdegthing is marked
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urgent we do everything in time order. And it's &lne stamped on the
dictation, and just before | came to see you ...liceot that there was a
dictation that was sent at about quarter past hé rhorning. Now I...me
personally | try and at least get the morning diicta out for that day, the
afternoon stuff can possibly wait. But the morngtgff you try and get out the
same day, as | said there’s stuff sitting therenfguarter past ten this morning!
And...so that's where a day can...is...you might havplénned, you might
have written down what you want to do but you ugufihd that if you've
written down a to do list that to do list is there&ato do list from Monday to
Friday!” R25

Within the work of the legal secretaries, it wasiced that typing is still a major part
of their work routine, as R25 says: “...um...it's...bukoa of it is typing, day-to-day
general typing as | say whether it be letters, betler it be documents, it is a lot of
typing which I love doing anyway so...”. Although thbave different tasks, typing
is still the tasks that take most of their time 9Rdlso says that most of her time is

spent in typing:

“Well, in my current job it really is 90% audio tiyy, that's what I'll be doing
most of the day. I'll go in, check my emails, dfitljust... (...) Yes. And if
there’s nothing to be dealt with in the emailsgeligassing on a message or
something, then I'll just go straight to the diaatand just work through that
throughout the day. Other 10% of the day is dfbe scanned or sent to the
safe, because I'm in the trust and equity departni@mthe phone occasionally,
passing messages. Sometimes we’ll have to dealtétklient personally. And

the usual just kind of admin duties and stuff. Bigire the majority of it is audio
typing. So I'll print the letter and then give @ the fee earner.” R19

When talking about their daily routine, the exp&otawas that the respondent could
give enough information in order to be able to haviill assessment of the tasks
undertaken on a day-to-day basis and other isstmsever, given the experience
with the interviews in this study, the respondesametimes found it difficult to put
into words what they do and why they do things. mheatives of daily routines in
the office were not sufficient to grasp importastails on what and how secretaries
develop their work and the answers were of a simafeswer to what a projective
interviewing would get, “stereotypical replies whicomit the micro-rituals or
important details on which (...) the social ordefosnded” (Gobo, 2008:192).

For the majority of respondents, their daily roatirs very unpredictable. It is
dependent on the line managers’ priority. The |esgaretaries explained they have a

typing priority system, which they have to checkmsvday when starting work.
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The labour process of the secretaries is charaeteby very fragmented tasks. This
task fragmentation is, firstly, related to the matof secretarial work, that is, the
multitasking profile of the secretaries and thdigbihey have to develop a number
of tasks at the same time; secondly, related tatheunt of time the secretaries are

interrupted by other people they interact with atky

This section presented the data and some conjsciibb@ut the content of the work
of medical and legal secretaries in relation to dhganisation of their work. It has
shown that the daily routine of legal and mediealrstaries shows how fragmented
their tasks are, adding to this fragmentation, hmanagement exert control over
their work as the secretaries are susceptiblega#mands from their line managers
at any time. Their daily routine as described presa very intense work routine,
when there are a number of activities involved arahy issues in relation to how

tasks are undertaken, as addressed throughowhthiser.

5.6 Chapter summary

The chapter presented a description of tasks it imedical and legal secretaries
undertake at work. The description allowed an asiglgf their perception in relation

to their work content and also related all the @eta of the framework, content,

context and lived experience to the themes predente

Respondents demonstrated that there is a lot @ngsimg and prioritising in their

work. The secretaries are left to their own inf@tmost of the time. The medical
secretaries indicated that they need to use a highel of autonomy when

undertaking their tasks and a high level of disoretvhen dealing with patients and
patients’ information. In addition, the work undadan by the medical secretary
respondents requires a high level of skills relatedacit knowledge. The data
suggests that the secretaries rely on knowledgedahrough their work experience
over the years. Data also shows that most resptsxdemot present specific training
on secretarial skills, apart from some respondaerits took secretarial courses or
shorthand courses before leaving school in the 4960 1970s. In addition,

respondents suggest that there is a need for experiin the job that comprises
learnable tasks and knowledge, but there is alseea for individual talent to be a
secretary and to best perform the secretarial role.
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In addition, this chapter presented data on theetwrof secretarial work and also
highlighted the importance of considering the cohtf work and its context. One

example explored is how medical secretaries haverentiated types of tasks as the
context of their work, that is, the place whereirtheork is undertaken differs from

the one where the legal secretaries work.

These findings offer new insights into what mediaatl legal secretaries perceive
about the content of their work. The context in ebhtheir work is undertaken is
considered in the next chapter.
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CHAPTER 6: THE CONTEXT

6.1 Introduction

Chapter five considered findings in relation to tbentent of secretarial work,
exploring the first element of the framework progaos- the content of work. This
second chapter of findings seeks to build uponpreeptions presented in chapter
five on the secretaries’ work content by addres#iiegwork context. As addressed in
chapter 2, context here is the place in which tbekws undertaken. This chapter will
examine issues considering the organisational, pat@nal, and technological
context of the work of secretaries. The politidaktorical, and economic contexts
are also mentioned in the analysis here and iméxé chapter as they are related to

the moment in which the study is undertaken.

As this chapter is about the context in which decia@ work is undertaken, it was
found important to start with brief information e¥ding both settings from where

data was collected, the NHS and legal firms.

The National Health Service

The National Health Service (NHS) in Scotland hggraximately 132,000 staff and
is managed by the Scottish Government Health iraté, which has a
Management Executive that looks after the 14 NH&d& These “boards plan and
deliver health services for people in their arele Bervices can be hospital or
community-based and boards coordinate communitylttheservices through
Community Health (& Care) Partnerships”

The NHS in Britain has been considered a majorlprolfor UK political and policy
makers as it is recognised for being a constargoblgf reform (Wallace & Taylor-
Gooby, 2009). Over the last two decades, the NHS uralergone considerable
changes in its organisation, mainly due to politenad financial pressures (Hunter,
2011; Bolton, 2004:317). More recently the NHS imgkand is under scrutiny due to

Lhttp://www.scot.nhs.uk/introduction.aspx

150



the forthcoming major reforms to be implemented tbg coalition government
(Hunter, 2011, Lister, 2011 and Arder et al., 2011)

Medical secretaries are an integral part of the N8force, with an important role
in the running of the many NHS sites in Scotlanitiero behind the scenes. Their
work is crucial to the NHS and especially to thesudtants delivering services. For
Perkins (2008:336), “medical secretaries have lapgesented a vital link between
the patient and the hospital, providing a humarthiainat is increasingly lacking in
the NHS. These people are expert guides for patidrglping them to navigate
through the complex and unfamiliar world of the pite at a time in their lives that
is often stressful and unsettling”. For PerkinsO2336), medical secretaries add
value to NHS services and the service provided dnsagltants or doctors in their
patient care. She also argues that with furthenitrg, medical secretaries “could
also be the solution to many issues in servicerosg#on, patient liaison, and data
collection currently facing the NHS. So often thediwcal secretary is the glue that

helps hold multi-disciplinary teams together.”

The role of medical secretaries is to help doctbspital consultants and other
senior medical staff. Their general tasks involealohg with incoming and outgoing
mail, answering phone calls, using a computer tiewetters or record medical
notes, making sure medical samples are properlglleab and keeping on top of
filing and making appointmerifs Medical secretaries deal with a large amount of
paperwork. The paperwork they are responsibledaomprised of patient’s notes,
documents and all medical records, referrals aschdrge notes (Leerum, Karlsen &
Faxvaag, 2004), which they may produce, receiveparstl

When recruiting medical secretaries, the NHS defiaed describes the role in a
standard job description (see Appendix F) and tkalary is described in four

different bands as allocated by the Agenda for @EHrinitiative.

No body of research has specifically explored tlterkwof medical secretaries in

Britain in great detail. Dissemination of infornati and figures in relation to

®http://www.nhscareers.nhs.uk/details/Default.asgx?2931

" For more details on the Agenda for Change, see
http://www.nhsemployers.org/PayAndContracts/Agermma@hange/Pages/Afc-AtAGlanceRP.aspx.

151



medical secretarial work in the UK are mainly pdad by the British Society of
Medical Secretaries and Administrators (BSMSA).

Medical secretaries, as with any other secretaiaes, also subject to changes.
Medical secretaries in the NHS are subject to featjichanges in management as
well as to the changes that affect the work ofdtsesultants. Maynard (2010) argues
that changes in the NHS “will bring increased foars the NHS management”.
Management is about control of the allocation sbrgces and the primary managers
in the NHS, as with all healthcare systems, aretaisc(Maynard, 2010). One
example of changes that affect medical secret@&iéisat an increasing number are
not trained. Perkins (2008) argues that the BSM$htified “a long-term decline in
the number of properly trained medical secretasigsew consultants do not get
assigned one, existing consultants are being askeshare as posts are made
redundant and retiring medical secretaries arereplaced”. This is, as Perkins
(2008) argues, part of an attempt by the NHS tacedcosts at trust level. The
medical secretarial position in an environment adnstant change, either
organisational or political, will be explored inighchapter with the presentation of

the findings of the empirical work undertaken.

Legal firms

Legal secretaries are found in legal firms throughthe UK. They assist lawyers
with administrative work in various areas. Accoglito the Institute of Legal

Secretaries and PAs, “Legal secretaries and PAsnaggeat demand. They help
lawyers with their work and they are an integrat ph a team of legal professionals.
Career prospects are very good, as the more erperigained, the higher your
salary. Legal secretaries can be promoted to PA3flice Managers, and some go

on to become Paralegals or Legal Executives...”.

At the time of the interviews, legal secretariegavexperiencing the effects of the

economic credit crunch in the UK.

Findings in relation to the context of secretawakk are presented in sections 6.2 to

6.12 of this chapter (see Box 6.1) and summariggdmsection 6.13.
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Changes

» Effects of change
* Role of technology

Organisational changes
Training
Work organisation

* |nteractions
* Interactions among secretaries

Control
Flexibility
Relationship with line manager

* Inthe NHS
* Inlegal firms

Work recognition

Importance of secretarial work

Box 6.1: The context — summary of themes and sub-themes

6.2 Changes

Changes in the work people perform may affect tley weople perceive their
occupation and the meaning they ascribe to it. ktavtonsidered the skills,
knowledge and tasks involved in secretarial workendion is now turned to
assessing the context of occupational work thgbamedents have highlighted as

being meaningful to them and for their job.

As argued in chapter three, the secretarial occupas very related to change.
Changes in various areas have impacted their wodkmaost of the literature on
secretarial work in the 80s and 90s explore thdsnges and predict what may
happen to this occupation. The main issue in ato change, technology, still

affects their work today.
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6.2.1 Effects of change

The medical secretaries were asked what the changeéied for their occupation.
Their answers varied from pessimistic views, wheaytbelieved some changes
would bring a deskilling of the occupation, to opistic views, when respondents
thought that their work would be more complex. Bome, changes have made or
will make the work “just different” (R2) as taskseme more time consuming

previously and now something may be quicker buintbekload has increased.

“Just different. | think it's just different. Not..ah more or less skills just
different skills. (...) because we’re being askedldomore and more | think is
the only reason. | think it's probably going to the other way eventually when
the voice recognition system comes in. | think Wed deskilled.” R6

Two respondents believed that with the introducbbthe voice recognition system,
medical secretaries will be downgraded and the Nta$ not hire Band 4 secretaries
and consequently they will be deskilled:

“In a few years, | think we will, and they’ll probly downgrade or probably not
hire...” R6

R1 argues that the changes brought more compléxithe work she does. She
thinks that work is more challenging and more car@s well. R1 says that work is
much busier now than it was when she started sixsyago, and patients and their

relatives are more demanding and usually they phadevant things done instantly.

6.2.2 Role of technology

There was a general perception that the main chiarggcretarial work over the past
few years was the introduction of computers in dificce, which happened more
intensively in the 80s, as explored in chapter rg&leed, all medical secretary
respondents were keen to acknowledge the chandksiimwvork due to advances in

technology:

“So the biggest change is now it's all on compwed you don’t have to use
Tippex anymore or little corrective strips becawse used to have little
corrective strips that you would put down behinel fiet so that when you hit it
went blank. So that's probably the biggest charfige) Email. A lot of the
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correspondence is sent by email now as opposedhaibreail. And the chat as
well between people is email rather than telephomeed, which is probably
quite good because then you have a written recbwhat was said and what
was agreed and then you can go back and refeiftgoii need to.” R6

R6 refers to how technology improves the speed ofkwprocesses in an
organisation. As a result, tasks can be undertakam® quickly and access to data is

faster.

Another change stated by the legal secretarietesela technological changes and its
negative impact on their work. On the one hanejas evident that some, although
certainly not all, secretaries perceive changesaav@dnces in technology to be the
cause of a change of standards in the work of se@s. For some, today secretaries
rely on computers to type the letters, decreashgy dfficiency of a secretary as

language mistakes can happen more easily. Thigp@goa was also shared by other
legal secretaries. On the other hand, all respdedarthe study acknowledged that
changes in computer equipment are the major chatigms experienced in the

secretarial occupation and that they made theikwasier.

“The way that the computers are nowadays, it's dstic how you've got
everything to set out your documents a lot eagigicker. The systems that you
work on are much more efficient from years agomfriyping on a typewriter
with carbon copies, four carbon copies behind yetters and Tippex and
things like that. From things like that. Faxing mismes, photocopy machines —
everything’s on the same machine, everything th@touch of a button, if you
know how to work them!” R22

However, this general perception by the legal sades that computers played a big
part in the way their work changed over the yeése aame with a perception that
workload has increased with the introduction of tigchines and the easy access to
data and information management. They do not percéhis easy access to
information in a positive way. Having easy accesgtormation could contribute to

their performance as it would not restrict thennaotine work.

155



Increase of work demand and responsibility

This view was echoed by another medical secretéuy argued that technology was
the big change in secretarial work; however, tlohinelogy brought more demands

on secretaries:

“... I would say that the technology has changed @agdeal. ... | think
sometimes you're expected to do a bit more espgaal the medical side of
things your consultant maybe has higher expectwdnvhat you could do and
quite often you know they’ll ask you to phone aiquat back rather than them
doing it when it would maybe be better if they abphone because if it's about
medication they're the experts but they maybe jiass to you. So | think
there’s a wee bit more maybe...the secretary doimge@ bit more for their
doctor. | think it all depends on your relationskijth your doctor as well type
of thing. | would say the biggest change is dediyitthe technology, since |
started work up to now but | would say it’s for thetter definitely! It makes
your job much easier doing it on the computer astchaving carbon copies and
that sort of thing you know?” R4

This sentiment was echoed by another medical segrevho talked about the
amount of responsibility she has now as she ha® tmore things than she used to

do, resulting in an increase of workload and respmiity as well as confidentially.

“I think it's changed the last few years for me &ase since I've come back I'm
working for the clinical lead so I've got all thatuff to do. ...but it's also
changed ...because there are a lot more things dmainastaff would do that
we’re now having to do. | think there’s...apart fréhere being more of it ...
think there are a lot more kind of...there’s justtsat..| mean confidentiality
has always been a thing from when I've startechi lospital, it always has
been. | think it does just in the sense of | supgts more work effort because
the more work you're getting the more you've gotdtm ...| mean | quite like
the challenge because it's true it does make yalisee what you can get
through. For me it's just kind of the loose led&us is a problem because | want
to keep on top of that and | used to be beforenbut it’s just a nightmare. ...I
think... more effort is kind of put into it ...” R9

The statement above demonstrates the changes asmgetlso experienced in
relation to their work and the work of other st&® reports that she now does work
that “admin staff” normally do. Changes in relatimntechnology not only brought
changes to the tasks and skills use of secretawieslso changed the balance of roles

among different occupations within organisations.
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However, the increase of workload and respongjbifitalso seen as a challenge

from the view of one respondent.

“l think it's become more challenging with the n@nograms and things, the
new computer programs, stuff like that, new patiemnagement system,
um...things are always changing so yeah | think ébpbly is becoming more
challenging and again what | said about you havédocareful of patient
confidentiality so you have to watch what you'rgieg to people and be aware
that you're not giving information, the Data Prdiec Act, that you maybe

shouldn’t be giving to people, you have to be veayeful. ... So | think it is

more challenging in that respect.” R4

The idea of more challenging work is also suppoltgather respondents who also

emphasise the impact of changes in technology.

Reaction to the changes that affect the work ofetades depends to a large extent
on whether such changes were perceived as annmsttuo facilitate their work or
to give it more of a challenging component. As rggub by R3, “I think I'm up for a
challenge, | enjoy my job | really do enjoy my jojeah.” Answers about their
feeling and reactions to the changes in their viackuded views that changes meant
good progress in the work of secretaries, as weltfeanges just made their work

more challenging:

“It is challenging, | personally don’'t have a preivl with um...you know
systems and changes to the electronic informatieruse because I've used it
for a very long time. And because of my work higtbhave had to learn the
systems very quickly when I've gone into take jadus | don't...| enjoy it.
Um...I don't know if...I don’t know if | have any monesponsibility than | did
two or three years ago maybe a bit more work but mexessarily more
responsibility. I've not found that to be the casee not found it to be
um...onerous at all.” R2

One respondent held the view that all changes girmglan more responsibility for

them, as R9 reports:

“Responsibility that's what it was! ... | think it s just in a sense, but |
try...I'm always...| was when | was in the departmeatdse quite efficient, |

didn’t have a lot of filing and | didn’t have um...y&know notes went straight
back to filing, | didn’t have a lot around my deskereas now | feel there is a
bit more responsibility because ...I think becaustepts are more aware of
their rights now and complain a lot more. Usudtlg bnes that complain are the
ones that there’s actually nothing to complain @bmu...that's another issue.
...s0 there is a bit more responsibility in makingesyou're getting everything

right and that appointments are made and thatdeyt going to phone up and
complain and things like that and just getting ¢isitike the notes, ... so there is
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a bit more | think responsibility just in makingreuhat everything is kind of
right. | don’t know whether the girls in my depaem believe that | sometimes
wonder because...l didn’'t say that! ...no | do, | thitliere is a bit more

responsibility | personally...I like that, | like higng a bit of responsibility, | like

having responsibility for my work knowing that eyting has gone out and it's
been done right and appointments are made or...yow kimey don’t need to be
seen again and the letter has gone out and evegyithin the notes, | quite like
that. It can be stressful ...” R9

Resistance

Medical secretaries also presented resistance dogels still to come. One issue
discussed by some respondents that revealed aedefjresistance is the imminent
introduction of the digital voice recognition systean NHS hospitals. So far, the
medical secretaries in NHS Scotland use tapesdeddyy the consultants to type the
letters they dictate. The new digital system wadléa all the dictation recorded and
saved digitally and the computer itself will prodube text. This procedure has been
piloted in a few hospitals in Scotland and it haerb in permanent use in one
hospital in the Lothian. All respondents mentiortets imminent change in their
work and their views varied from understanding ihatill be a tool to cut the time
spent typing to negative views that it might melaa lboss of many secretaries’ jobs.
They also understood that the new system may ne¢dspip their work and the
process in the NHS as digital voice recognition may be that sensitive to the
consultants’ different accents. Therefore, someaedents fear that they might
actually end up spending more time correcting tlaehine’s mistakes than typing it

from the normal way they do it.

“Yes. But it's actual voice recognition, it actuatlecords...l was working with
that all the time. So we didn't...you don't type tled¢ters yourself any longer,
the machinery does it, you actually get the printedsion of it and then you
correct it so that's a big change. (name of placa3 one of the first in NHS
Lothian to actually use that, so | was using tloataf while so... | think so but
again it's the cost implication, it's a big costglication. But it certainly speeds
everything up. It really does, it makes your jdiotamore boring in a way if you
like typing. But it is faster, even though | typery fast it's a lot faster than | am
| know that. And it's very...after the machinery hgat used to the person’s
voice, the consultant or the junior doctor... it'sweaccurate. It still makes a lot
of mistakes but...but certain typists who | remembbem (name of place)
actually weren't very accurate either! So it’'s betthan they are. But it could
never be relied on 100% though because it can midtakes with his and hers,
and with numbers. But the medical terminology il @iways get right. It has a
dictionary and it works well. ...” R10
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“They've run lots of trials and they've said it'sg@od thing but we’re all quite
sceptical. A lot of the consultants are not Englisin even Scottish so
accents...and even if they are Scottish regional rascean vary so the
computer might not necessarily pick up accents thede might be a lot of
mistakes but | don’t know. | think we’ll just hate wait and see, but when that
does happen | think it will de-skill secretariescémgse we’ll no longer be

typing(...)" (R6)

“And that’s the main thing isn't it? The main paft the job is typing and if
we’re not doing that anymore then | guess we’'ll pkrified filers
or...something else” (R6)

Although to the outside observer secretarial worighih appear to have been
deskilled due to the introduction of the computti®ffice, most of the secretaries
would not say so. Studies in the 80s, as seenadpteh3, have explored changes and
predicted changes in secretarial work with theorhtiction of the automated office,
but the secretaries today reveal that those changast more challenging work not
deskilling.

6.3 Organisational changes

Another issue related to the implication of changesheir work is related to the
changes that happened in the NHS system, poliicarganisational, leading to
changes in their work. However, for R7, it is justcase of getting used to the
changes until the next government makes more ckangethe NHS and

consequently, changes in relation to their work:

“Each time they bring in a new...a new system it'allgnging but once you get
to grips with it (...) But the majority of the timanoe you get into a new system
because the health service they always keep bgngirdifferent things. (...)
And then along with each government comes a diffeneay of doing it. (...)
you didn’t have the waiting time guarantees that flave now do you know?
When the next government comes in they changelitagdin! And then
you...you get restructured and you get used to aréifit way of thinking.” R7

As R7 argues, the medical secretaries are usediking with the consequence of
frequent changes in the NHS and they have to atapthe changes. Those

organisational changes, as exemplified by R7, tesate in changes in the nature of
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their tasks, however, secretaries are part of anpation that has to easily adapt to

changes. This is more apparent in the context blipaervice.

In the context of legal secretaries, the changssudsed in relation to their work

revealed that changes in the organisation havéole@thanges in the control of their

work. They report having lost their freedom as nmegulations and law may seem to
have been directing the way companies have to elo Itlusiness. Some respondents
talked about these changes and the impact inwloek, as R24 reports below:

“You've not got the freedom that you had, you knte all partly because well
in our kind of work the Law Society has rules aedulations, everything has
got to be done a certain way so (...) documentmnattime which you would
have typed from scratch are all coming in as sty#®s(...) you're just not (...)
it's just not what | thought a secretary would tweiknow? Just (...) in this job
if 'd maybe gone into banking I think it would heabeen similar. But | think if
you went into corporate firms it may have beenedédht but uh (...) | think
they've gone kind of Americanised you know? Justway they work as well,
but uh (...) Uh (...) well I would say I've gonedkadown more to typing, (...) |
was allowed to sign letters, just pp it, you're atdowed to do that in this office
because things have maybe gone wrong. And thereoraye certain people
allowed to sign for the company so (...) even it'ye pp'd it that wouldn’t
matter. You know so (...) | would say that its moggimented now, and you've
not got the (...) you know (...) you just type, githem the work and that's it.
It's not (...) it's more clinical in a way, it's nd...) relaxed anymore. And you
know it's very much into the computer which it wadsefore, it was the hard
diaries you know but uh (...) so they have greatesys you know that you can
work but uh...” R24

This lack of freedom reported by the legal secresarusually the older ones with
more time and experience in the role, is clearlynezted to a sense of ownership to
their work and all things that surround them inadfice. The following statement
shows how R24 perceives the changes in her ocompas results of changes in the
way organisations today function and changes inntag and conditions secretaries

have to work:

“(...) but I really did like being a typist and setary | was interested in meeting
people and (...) getting a job (...) at the enthefday it was job satisfaction to
see a bundle of nicely typed work you know whetihavas a pile of letters,
documents, and you felt you were assisting the lpagbpt you worked with and
for. You know but (...) now (...) you had respest & secretary you know,
especially when you did the shorthand and that usscgour work was your
work, your typewriter was your typewriter and nobasdas really allowed to
touch your typewriter without your permission. Yoauld go and say but that is
my typewriter and nobody would say to you no it it's the firm’s! ... it was
my typewriter because you had to clean it, you toaldok after it. It was your
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work, your equipment you know? But uh (...) howould go in tomorrow to my

work and | could be told oh we're moving you andiyeould have absolutely
no say in it apart from leaving. You know and (wg have our desks (...) we
have a tidy desk policy, you're not encourageddegkpersonal things, uh (...)
this is just so that you can be moved to anotheorflor to another desk
somewhere. You're not even encouraged to keep spare shoes there but |
do, I mean | have them in my wee (...) we've gatege pull out cabinet and you
know (...) but | mean | would have all differentpgs of dictionaries and
reference books and things you know which | hadt bipi over the years. Books
that assisted me with my work, but you're not emaged to do that now. Of
course you've got the internet now but (...) | ke the thought of working in a
nice job and secretaries (...) it was always cthsesea clean job ...” R24

It is evident that organisational changes impaaiadthe labour process of legal
secretaries. This has been sensed by them overetire with the introduction of
regulations and has resulted in a perception they have lost their ownership of

their job and its status has been downgraded tora nontrolled type of job.

After talking about the main changes in relatiorthte introduction of computers in
the office, R21 related changes to the evolutionsetretarial work. In her

perception, secretarial work is not dependent @mghs to change its nature:

“... I'think a secretary’s job is a secretary’s jbldon’t think it will ever evolve
more than what it is. | mean you sit and you dorywark. Actually your life
revolves around your boss, or whatever your bosssgyou, that's what you do.
| think what differs is from a typist, a typist widujust be sitting and typing,
and a secretary will probably have a little bit mgobs to do. Might be doing a
bit more diary work, making appointments and stuffl..think you'’re
incorporating everything.” R21

The above quote highlights the legal secretary'sspective over her work and
presents a perspective that the nature of seaktewrk does not change due to other
changes. That is, there is a perception that tlae o do what they are told to do,
no matter what the circumstances. It resemblespitieire of the office-wife, as
argued by Pringle (1989), and shows a secretary agccommodates with her work

and her relation of submission to her boss.

For the legal secretaries, the changes in the xbofdegal firms impacted on the
nature of their work. New rules and regulationd wit allow secretaries to act for
their line managers even when they genuinely kndatvwhey are doing. The work
of legal secretaries became more “regimented”,resrespondent argued, and they
lost some of the discretion they used to have mhettaking their tasks. In addition,
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the context of more regimented firms implied legsdcretaries having less
responsibility over their work and they were kept more routine tasks such as
typing, as respondents state.

Threats

The digital voice recognition system poses a nawathto secretarial work, greater
than that of word processing posed in the 80ss langued whether the voice
recognition system will impact on secretarial war&aning more of less work effort.
From the medical secretaries’ perspectives, thagd#or the digital recorder system
threatens the ownership of their work. In summperceptions on the implication of
changes for secretaries vary. Some secretariek tihat changes in their work will
mean more responsibility while other secretariesg®nges as a deskilling process.
This threat of deskilling is exemplified by the rimduction of digital voice
recognition in the NHS and the uncertainty it bartg secretaries as to whether it
will deskill them. The NHS might not hire more Ba#decretaries or it might make
their labour process more complex, as secretarasbma freed to do other tasks or
maybe new tasks will emerge. When asked about lthages they experienced in
their work, one secretary said that “secretarialkwe always secretarial work (R21).
On the other hand, some respondents brought tbthghdifferences between what a
secretary does and what a PA does, showing a defmislike for their work and

their position of secretary.
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6.4 Training

Secretaries get very basic training and sometinm®.nin the case of medical
secretaries, they sometimes undertake a courseealicah terminology before or
after getting a job in the health service. Howetleg, training is not aine qua noro

enter the role.

The medical secretaries were asked open questlnmg &aining. They were first

asked how they learn new things. These questioesempan avenue for discussion
in relation to the reasons why they look for tragiwhere they get their training
from and the content of training provided, if tihaining is either occupation specific
or related to another area of office work.

As the findings demonstrate, most of the medicatetaries had no previous training
in secretarial work. Some of them, usually the oldees, had training in school
when they were offered shorthand or typing trainihgvould appear that most of
these secretaries have been very inactive in dewgaheir career, in some cases
remaining in the same position and the basic fonetifor many years. Within the
NHS, medical secretaries develop organisation-fpdasks and knowledge such as
medical terminology and knowledge of hospital seggiand procedures. This makes
them so specialised that many stay in the samdgolyears until they retire. All
respondents reported an intention to stay in flo&is until retirement; few indicated
a willingness to train to support advancement onmtion to a higher grade within
the NHS. Interest in training appeared to be mt¢anore by personal interest than
present and future demand on secretarial tasks.

The NHS offers medical secretaries a variety ahing, however, none specifically
focused on secretarial roles. Most of the trairpngvided is related to the computer
systems they use or implement in the health sernvibe NHS offers “protected
learning time” to staff five afternoons a year ahdy can choose what courses they
want to do. They are expected to attend at leastofithem. The main concerns the
secretaries have are regarding the medical terogydahey deal with as well as the
computer systems. The following extract exemplifiesv the medical secretary talks
about training:
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“We go for training for computer based...anything tthadone with the
computer they will send us on courses. We go anrigk courses; we go on
manual handling courses, things like...all the mamgyatourses that we have to
do. ...medically how do | find out information? Wéln in the very fortunate
position because my desk is within the doctor'smpthe ward doctor’'s room.
So if there is something that | either don’t untemnd, | can't pick out a word, |
will play the tape out, | will ask the doctors tivgme a hand. Or | will say to a
doctor oh what is this, do you know what it is dhey’ll say no, we then go to
Google and look it up! Or he gets out the medidatiahary, we have MIMS
(...) We do phone a lot in amongst ourselves ...anchsag you heard of this
word? ...l think that's about all training wise, weatly have to do a lot of it on
our own. We have to do a lot off your own back.” R8

When asked about secretarial specific coursesmtgjerity of respondents said that
they have never been on a course when working Her health service. Most

respondents expressed no interest in going on ratadal specific course as they
understand that after years of experience themetisnuch more to learn. This was a

common issue raised by respondents, as R1 reports:

“Not really, because by the time you get to thagst you are expected to have
had a certain amount of experience. Because weaadegt, what we call grade
4 secretaries, and so most of the girls have staffdike | did as a receptionist
at grade 2 and worked up to a 3 and a 4, or confremm an external post with
the skills and experience already in place, ye4.” R

The medical secretaries have accommodated to thel&dge they have and they
rely mainly on experience and on-the-job learningt on training or prospects of

further training.

6.5 Work organisation

The organisation of the work of medical secretaviases according to the place of
work. Across the respondents in this study, allretecies had different kind of
teams. Some worked in small offices, varying froospital wards or outpatient
sections. They normally shared an office with ogezretaries, but some shared with
consultants and some worked on their own. The numbeonsultants in each team
also varied, as the secretary in the majority adesawould work for only one

consultant, however some respondents were foundaxk for more than one
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consultant. The majority of respondents describading a work team usually

formed by two, three, or more secretaries and om@® (or more) consultants.

“... I'm in a room with seven other secretaries...thexeleven of us in total,
two of the girls in the room that I'm in are parte so there’s actually nine of
them that | share an office with but obviously tpert-timers swap days.
There's another secretary who's in a differentoaffthrough the way so... |
spend every day with at least seven other peoRg!”

As R9 describes, she works in a team of secretakksvever, respondents
demonstrated that although they have this teamirehfto the secretarial staff, the

idea of ‘team’ is clearly divided between the hiegltofessionals and the secretaries:

“Yes it's a (...) team but its...it's very obvious thidte secretaries are a team
and the consultants are a team. ...and they dorlly meéx and the (...) liaison
nurse goes in between the two.” R6

R6 states that the relationship between secretstadl and health professionals is
somehow divided by their occupational categoridse Tedical secretaries do not
perceive themselves as part of a big team althtdughinteract most of the time with
the consultants.

The organisation of the work of legal secretariad few variations in the firms studied.

Usually a secretary or more secretaries are iraia t@ith a solicitor, a senior associate

and a trainee. However, it does vary from one depant to another. All respondents

work for more than one person. The respondents dstrated that they have a strong

sense of collaboration among the teams as theyttehelp each other, especially and

mainly with typing, when possible.

“In my team is the (...) the solicitor that’s tharmer, two senior associates, and
a trainee, so (...) that's my team. But | have now what the other teams are
doing as well in case I've to pick up work for theBut they're a very nice
team to work for, the solicitor is very nice, ahé two associates are extremely
nice. One of them does most of his own work himseidl the trainee she’s
doing a lot of her own work herself because shetsing into it now and the
computer is there, and (...) | think this is (thg¢y must be encouraged to do a
lot themselves. But we as secretaries are tryingneourage them to give us
more you know? Because there are times now wherkgow (...) there are
times when you're really really busy and thereatteer times when you've got
very little to do. And that's how you have to heliher departments, which it's
nice to be able to help other people but while y@inelping other people your
work can be coming in fast and you've started mgjghem so you've got to
finish it. So (...) it's not a case of you comeairthe start of the day, you've got
work to do, you work your way through it. It's theork is coming in all the
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time so (...) or not for ages and then all of adsudit comes in. So (...) " R24

The above quote demonstrated how the secretargestode aware of what happens
with the other teams, as R20 reports:

“It is, it's one big team, because the two sectiatilkvery often have one big
meeting to let us know how the whole of the privelient department, as a
whole, is working.” R20

This may also be related to the way some officelauwnfirms are set up. In one of
the firms studied an open plan office was createdrder to offer this interaction

between people and between teams, as perceived%y R

“Not really. It's all kind of open plan, yes. Itsncouraged that everybody just
gets involved in every department rather than @actner has his own secretary
— they're trying to discourage that, they're tryitogmake it all mixed.”

The organisation of work of medical secretarieswsha very clear distinction and
separation among health professionals and thetadese as they do not consider
them as one team. With legal secretaries, the samght happen, however,
managerial control is exerted on the secretariesvimy that a sense of collaboration
and interaction among workers is more perceived theect control on their labour
process. In addition, managerial control in legah$ is also demonstrated by the
way in which the layout of the offices are now aetl, as reported by the secretaries,

they are now much more watched by the employer blefore.

6.5.1 Interactions

When asked about who they interact with, the médieeretaries said they interact
mostly with the consultants they work for and otlescretaries in the same
department or hospital and medical records stdfé gerson who they interact least
with, however, is reported by the majority to beithline manager. Interaction
among medical secretaries and other workers vémes one hospital to another,
from one clinic to another. For example, in someces, medical secretaries have no
contact with ward staff whereas in others they migked to be in constant
interaction.
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The legal secretaries reported that they interactathly with people from their
teams, mostly with other secretaries, general @asggsand also with people in the
reception. They reported having less interactioth weople from other departments.
The issue regarding the layout of the big law finves also something mentioned by
the majority of respondents when they were askeditalwho they interact with in
the office and who they interact most and leashwit this case, the fact of working
a in big open plan office was seen as a negatiirg porelation to interactions in the
office. As reported by R22:

“All my team. Just anybody that | do work for. Isbig office, so you don't
speak to everybody, just mostly the people withbmuryteam and my friends
within the office. And generally the people thag¢ &nd of sitting round about
me.” R22

In the law firms, there were also found to be deci@ pools where a number of
secretaries work for a large number of people. Hanehe collaboration is apparent
on the work of those who work in pools.

6.5.2 Interaction among the secretaries

Still with the theme of interaction, it was alsospible to associate the relationship
the secretaries have or used to have among themowomanagement implement

controlled strategies.

The majority of medical secretary respondents autexd with other secretaries,
usually by telephone, in order to ask for help dahmates information as well as
helping on issues of medical terminology. In onte,sthe medical secretaries
reported that due to new procedures in the orgimigahey were not encouraged to

leave their desks and talk to each other, as skgtéB:

“...but we’re not encouraged to leave our office neve’re not encouraged to
be away from the desk very often. ...so we’re notlyeancouraged to stand
and talk to one another in the corridors or anghjou know? What they did
was they employed what are called runners, if vaslreets of notes we’ll phone
up, someone will bring the set of notes to us, teefowe needed a set of notes
we would go to the home library or to wherever nioées were and get the case
notes ourselves and bring them back to the offiti...as | say we're not
encouraged to...we have someone that takes our ardieétmail room, whereas
before we would do that. ” R8
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Interviewer: “Why do you think they have changedt®#i

“l really don’t know ...I think it was to stop a laif people wasting time,
hanging about in corridors talking, ...which of caumse would never do! ...
But the thing is we don’t see each other now so. clwig sad, we used to all be
very very close, all the secretaries were closev e secretaries start and we
don’'t know who they are... Theyll come in...we’ll sékem in the (place)
canteen and ...someone will say oh that's so andssegetary and we say oh
when did she start? Oh about three years ago yow!kn. We don't get told.”
R8

This change in procedures had an effect on the wbtke medical secretaries and
the way they interact with each other as the faeche@eting and knowing each other
was always a benefit to their work. Knowing eacheotwould help them when
interacting for learning, for finding solutions atitus contributing to an effective
delivery of their services. Networking accounts fan important part of the
interaction secretaries have with each other. Tihigraction may bring an
occupational identification and a sense of collestess. Not knowing the other
secretaries may represent a sense of more indlisdaavork when there is no
‘familiarity’ involved and work interactions will @mand more from them than it
would before. This is exemplified by R8, when askdtht the effect of this situation

is to her work:

“It makes things awkward yes, it was easier beftehen you could phone up
and say hi it's(name) you know I'm needing such andh; can you do me a
massive favour? Now it’s hi it's(name) from wardaXe you doctor so and so’s
secretary? Or Mr so and so’s secretary. The fantyligeah that's not there
anymore...” R8

Although in some places the procedures tend todagecretarial interactions in
person, such procedures are not universal, ancdrat sites there is a positive
interaction among the secretaries that favoursatge their work is undertaken and

the satisfaction they have at work, as reporteBbyelow:

“On a day-to-day basis constant interaction, ...bgseau.if one of us for
instance goes along to medical records you justsaskeone else to pick up
your phone, so you come back and ask if there lmen any messages,
someone might pick up a fax from the fax maching laring it to your office.
It's constant. ...because ...we're up and down to w&riparts, mostly that one
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corridor, we're all passing one another all theetigo there is, there’s constant
interaction between us.” R2

As suggested by R2, there are positive interacteomeng secretaries, which are
demonstrated in actions, as well as a positiveud#i among them. This example of
interaction among the secretaries in this locatesults in secretaries being socially
and occupationally satisfied. Among the respondevite said they were happy
working as a secretary and would not change ocmuatvere all the secretaries

interviewed in this location.

When the interaction among the secretaries is rsttomg asset of their work, some
secretaries reported a feeling of isolation at wak they tend to be in their own

office most of the time, interactions happeningmhaby phone or email:

“Well obviously if someone is off sick or someorseon annual leave we have
to take a turn at taking some work, or taking thdione calls, so we do that.
We have interaction at coffee breaks and lunchsmeve can all chat about
anything that's maybe happened or whatever. Blihgpthat you're very much
in your own office doing your own job most of thené as | say unless
somebody’s off sick or annual leave or whatevegntiiou're picking up other
stuff so it can be quite an isolating job. If weldt all meet at lunchtimes and
coffee breaks and that it could be quite isolatifa

The legal secretaries described the occasions wvihegy interact with other

secretaries and the kind of interaction they have.

In the case of the legal secretaries, one typetefaction they have with one another
is by attending meetings. R20 below illustrated tha secretaries have meetings
with the group as well as the partners they workR20 states that in those meetings
they feedback to management about the system tbdy av other issues that might
be affecting their job. This is one example of hitne secretaries present their input
in terms of what is best for them to work more@éntly:

“We have meetings with the secretaries and the B&'svin charge of all the
secretaries. Plus the partners, we have meetiriggtvem about once every two
months because what we do at those meeting isetiretaries will thrash out
there and say ‘This particular system isn't workimghat we need is this, that
and that’. They will put that to the partner. ‘WH#ike fee earners may not agree
with that and that’, ‘Well, if they don't, it's gog to take longer for the work to
come back, this is how we’d like it done becauss’shmore streamlined and
you'll start getting your work back a lot quickeBo we've just started a new
system now which is working and it's working realyell, because the
secretaries have instigated it. It hasn’'t come froamagement, it's come from
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the secretaries, so | would say at (law firm) oaigl last, they're getting their act
together to get their work more streamlined, mdfiient, so that jobs that
come in, they are in, done, out. There’s no hangibgut and | mean that's
working.” R20

For most of the secretaries interviewed their axtgéon with other secretaries does

not mean more than helping each other with tasks:

“...if somebody is not very busy um...and they have ¢hpacity to pick up
typing for people it's always a case of can | hdlpfd...and that's probably a
big thing, um...other than that it's probably morsogial side...” R25

This interaction is perceived by them as being beiaéas the response from others

when help is required is usually positive:

“...we all get on very well. | don’'t have a lot to @ath them work-wise. We'll
maybe meet and have a coffee or something like bloatwve don’'t have a lot to
do with each other throughout the day, unless,tbkiay | was really busy and |
had to send an email to them all saying ‘Would yond giving me a hand with
some of my work?’, so they're all very good.” R18

“Other departments and that, yes. Sometimes... Welthe basis that, say for
instance that maybe that department is short oretseies or PAs or whatever,
then they will ask other departments’ PAs and dades to help out. On that
basis, yes(...) Just work-wise on that basis reaR21

Another interesting point raised by the interviesée that face-to-face interaction
occurs in places such as the toilet or places wihergecretaries go for other reasons

and happen to meet up with other secretaries:

“...The interaction usually takes place in the t@ilétyou see them. Because
obviously that's the one place where everyone cotogsther. As | say, just
because the firm is so big and it's quite spreat] bthink. Or it's the GA
station that we have. There’s a sort of a hub enrthiddle of the department
where the General Assistant is, and they’'ll dortteel and lots of other things.
And so they've got the office supplies there aslwssd it's usually where we
just see each other as well. And otherwise if younded to know something
specifically then you would go and see them, jusheir desk.” R17

Again, there is an apparent effect of the sizeavhgany and the way the office is
laid out to the way the secretaries interact. Tdw that in some of the cases, they
work in an open plan office does not facilitatd@se and frequent interaction among

them, as stated by R17:

“we just come by each others’ desks as well. It'st jthat at the moment the
new office that we’re in, it's quite big so it'sually faster to just email.” R17
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Other kinds of interaction happen between secestan different divisions of the
same company; as the interaction occurs mainlyrbgile in most of the cases the

secretaries do not even know each other:

“Yes, we do interact with them, even with otherrstaries within the firm, not
necessarily all of them, but what we've got is wet ®f have a sister division
and what that basically means is that if one diviss really, really busy and
another isn’'t, they can maybe help that divisiothvwihe dictation. But we just
tend to ask the entire firm’s secretaries who calp,hand often they’ll come
and so you have that interaction with them. | mieaouldn’t necessarily know
who the secretaries are. | might know them by ngmeehaps, but not
necessarily by face. Because there’s also Glasgowhey will help as well.”
R23

Overall, the interaction between the secretariedeasribed by the interviewees is no
more than the help they offer each other in cogetime work to be done. Some
interviewees reported having some kind of socianés, however, those are very
rare and it is not something that all secretaiage tpart in. When asked if they have

any kind of social interaction, R21 says:

“Not much really. No, nothing. Just work-wise orattbasis really. That's all
the interaction. We work in open plan and we've tiwee levels — we've got
private clients on the one level and we’ve gogétion and finance on the next
and then we'’ve got corporate on the next levelwalking to the tea room or to
the bathroom, we'll probably say ‘Hi, how are yowPid that. And then if we
have maybe a Christmas function or a firm functidte a Burns Supper or a
sports day or whatever then maybe, if they comagalges we’ll interact with
them that way. But other than that, no...” R21

The data gathered presented information on varsegsetaries in various locations,
either in hospitals or legal firms. With both caséise medical and the legal
secretaries, there is a unique organisationalngettat influences the degree of
integration, either social or occupational, amohg secretaries. The picture now
presents secretaries who work geographically apaitthey tend to know only the
secretaries in their team, in the case of the Isgaletaries or the secretaries in their

ward or floor, in the case of the medical secrefari

Overall, however, when describing the kind of iatd#ion they have, some
secretaries demonstrated a sense of isolation, hwincsome cases has been

encouraged by the organisation itself. It may hsetveng effects on the work they do,

171



as networking plays an important part in the walls@cretaries. One example is in
what happens in one of the sites researched, vihergecretaries are not encouraged
to walk around the hospital and talk to each otilénen having this new measure,
the hospital hired someone to do the work of briggand taking things from one
secretary to another. This new procedure resuliesecretaries not knowing each
other anymore and thus, a task might take longebaodone. Networking is
something very important for the secretaries aad eommunity of practice, a lot of
their tasks and day-to-day work benefits from thteraction they may have among
themselves. A management procedure as the one isitth studied jeopardizes this
secretarial interaction, which in practice conttésuto the work they do. This lack of
interaction may contribute to a lack of integratiam an occupational group. The

secretary may perceive herself as a disconnectédsalated worker.

6.6 Control

The medical secretaries were asked if they fesl liave a degree of autonomy and
control over the work they do. It was found that thajority of medical secretaries
have a high degree of control over their work tasksvell as how the work has to be
done. The medical secretaries are able to plan thetine according to what they
find important to be done first as well as usertlogn initiative to make decisions
and deal with patients and their relatives. Thegored having this kind of control
over their work even though their work is fragmenhtdue to interruptions, as
discussed before.

When talking about control and autonomy, the sacdex came out with various
issues. Firstly, they related it to the controktudir activities, and some respondents
expressed that they do have freedom to do thingsvimy that best suits them get
their job done, an issue also identified as an @tarmf flexible working, which will

be explored in the next section:

“I have autonomy in that | decide how | structurg day. | prioritise my
workload...and I'm responsible for ensuring that gsngo out in a timely
manner ...day-to-day tasks | could change the proeedii to suit myself.
There are obviously ...many policies and proceduwaasdown on how things
are done ...and they affect | suppose the qualitthefwork that goes out and
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that's fine, but on a day-to-day basis yes | thinkould be... | believe if any of
us have suggestions as to how we could improvegshinwe’'d be heard, |
don’t know that they would agree but | think we'el lheard yes(...)” R2

Secondly, the question of control and autonomy waaswered in relation to the
ability of the secretary to exert her own ways afking in the office. The following
example shows how the secretary controls the officker way, so that even the
consultant accepts to follow the way she sets amtfice:

“... I very much...Doctor (name) is very much...whenrkfistarted in that job

he came into the office and said don’'t ask me angtlabout this position

because | don’'t know. And that's very much how $iehie’s the consultant, he
goes off to his clinic, does his part and he bringpsit | have to do back to me
and I'm expected to get on with it. The same with.péople phone up to

change appointments or whatever | would just chahgm in the diary, | don't

have to run it past him first, then tell him to oge his diary, change my diary,
...I come in the morning, | decide what I'm goingdo that day, and | just get
on with it and he just lets me get on with it ahdre’s not a problem. He never
comes and says | want this done now or that dome i@ a case of he just

leaves me to get on with it so yeah | do feel vanch in control of my own job

definitely!” R4

This is also shown in R1's statement below of hbw set up the office to work for

the new consultant who had no work experience:

“Yes. To let you understand, this post, when | cambe it, the consultancy was
actually vacant and the previous consultant hace gonname of place), so it
was vacant and we had a locum. So when it moveldeop it just so happened
that a new locum was starting, so | set my offipeand | basically — and this
sounds terrible — | basically told him what to 8@cause he was a locum, he'd
never worked in (area) before. ... He didn't knowlaogy or anything. ... so |
basically had to set up the office and say to hhis‘is what we do, this is how
we're going to do it, this is when we do it'. My wepermanent consultant
started in December and, bless her, she’s jusedlat with what | had set up.
She said ‘I'll let it run for 2 or 3 months and theve’ll start to make changes’,
which is fine, because it's her job. I'm her seargt | have to do what she
decides. But so far, yes, it's just... So, yes, hkhi do have a bit of autonomy!
I’'m a bit of a bossy boots at heart!” R1

R1 states that when the new locum came in shehsawdthings are run in the office
and she imposed herself and her knowledge on tiveameer. She finds it something

that demonstrates her ownership of the job andhsesef autonomy, as she says.

In general, most of the medical secretaries fetifident they have enough control

and autonomy over their work in the way they castlmo it. Also relating it to
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flexibility as reported by R7: “... | can make sugi@ss yes sometimes they'll get
taken on, sometimes they won'’t but if it's me thaffoing it and it's not going to
affect anybody else if | want to make that charigg@ukt do it anyway.”

When asked about having control and autonomy dwerwork they do, the legal
secretaries displayed a somewhat negative pereeipticelation to their control over
work. The majority of legal secretaries said thaydino control over their work both
in relation to the workload they deal with on a -deyday basis, and due to the fact

that their line manager is the one who demanddartdtes the pace of work.

“...yes is because | can ...go through my list and dwkrthat as | say you go
through it and do it on a time basis and you camand do that, and now is the
fact again of volume of work. You know...you mightveaa set...mindset, you
come in in the morning, you know what you've gotdo. | will do this
tomorrow, | will come in and know that I've stilbga list of things that I've got
to type up. Um...but...it could then be that suddehbreé’s just a sudden influx
of work that must go out that night in which casergthing else gets put to the
bottom of the pile. Or it might be just...just be flaet that um...something just
takes over you know? You never know what the badaisis going to be like.
He has got a clear day tomorrow but it suddenlyccbe that sort of at ten past
nine he’s got a meeting at half past, and it thrgws...for something like that,
it can throw you. Um...when it's such a short timédsdike that, it would be
alright if you suddenly said half past four I'vetgm meeting, then you think
right well | know I've got to organise that, um...blite got a little time to do
it. You know if | don’t get it done until ten o’cbi I'll finish what I'm doing
now. But um...it's...as | say it's just...you don’t nesasly have control no.
It's nice if you do but you don’t always get it!"28

They also demonstrated that they lack control élveir work due to the position of

their superiors, devaluing their position as secies and subordinates:

“Yes, there has been a couple of occasions whereel'like really annoyed
with a certain procedure or just that's not workargt takes too long the way
it's being done, so I'll suggest like a new waydoing it and it has been taken
into consideration a couple of times. But in gehenat really. | don't think
secretaries’ suggestions... (...) | think just, youwnd's just partners, they’ll
say they want everything done their way and... I'mgat with it because
I've just kind of accepted that's the way it alwagsand obviously it depends
where you work. Sometimes you can work with a yeaite bunch of people
who are not really like that, but then you'll wonkth other people who just
completely look down on you because you're a sagyeBut it's never really
bothered me.” R19
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R19 suggests that she perceives her occupatioovastatus and she is treated
according to this idea of a devalued position. HmeveR19 states that this kind of
situation does not affect her.

The secretaries described having autonomy to deb@leriorities of the tasks to be
undertaken on a day-to-day basis, however, theglar@ys susceptible to changes in
their set targets and priorities. Their autonomyastricted to what they do and

when, but it is subjected to other people’s intenee.

Respondents also demonstrated that there is aedefyjoenflict and ambiguity in the
development and control of their work. Although imgvdiscretion and autonomy to
develop their work, secretaries still suffer fromnflicting information with and
from management. One example is in the case of kgaetaries: one respondent
had an apparent conflict with work assigned bylimer manager as he is a younger
solicitor without much experience in a legal firfihe respondent was an older
secretary with years of experience and she hasutfés in accepting work passed
on to her by the line manager as she knew he waslaing something correctly.
Another example is found within the medical secreta as the majority of
respondents described having problems in relateorthe line management, for
example, conflicting tasks given by the line mamagad the consultant. The
contradicting assignments given by the line managédrthe consultants are a source
of stress to the medical secretaries. Thus, thskst may be affected as well as the

pace of their work due to conflicting orders.

6.7 Flexibility

Contradicting statements showed the secretarigk they have flexibility in dealing
with their tasks. The medical secretaries stated tirey do not have flexibility in
their work: “No. There’s no flexibility. There’s nfexibility in this job.” R4. The
issue of flexibility was demonstrated by the seamies to be related, firstly, to
remote work. They reported not being allowed tokmMoom home. The main reason
for this, as reported by respondents, is the neethke secretary to be at the site in

office hours and when doctors are there. In aduitibey mention the unavailability
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of the system where patients’ details and notesearded to be accessed by them
from home, the need to have the dictation equipraadtalso the sensitivity of the
information they deal with.

“... 1 would love to! (work from home) | suppose tmature of the work,
because your case notes are all here and if ydd gme at home you'd have to
have a transcriber for your tapes.” R1

Secondly, although they report that the organigsai® not flexible in terms of
working hours and remote work, the medical sedesaare expected to be flexible.
Some reported that they are flexible as they sanestispend time before and after
shifts in order to do their work, when other peog¢enot do it, thus there seems to
be a variation in work intensity among them. Onaregle is R8's statement, in
which she argues for a lack of flexibility as sheesl more than others, but what she
actually demonstrates is that the extent of the aheimplaced on her is both

acknowledged and denied:

“No | don'’t think it's flexible. ...I think you are xpected...it's not actually
written down but | think you are expected to do enoff your own back. ...like
| come in half an hour early every day. | leaverait night, ...some girls don'’t
do it they just...but that’s just how they are. ...$fjthink | like to have that bit
of time in the morning just to...to make sure evenghis just so and | don’t
like to leave at night until I've finished what I'doing.” R8

Thirdly, the medical secretaries interviewed aledireed flexibility in terms of the
possibility of working shifts. They feel that theHS is very strict in this sense not

allowing them to make other shift arrangementsepsrted by R2:

“...Iwork full-time ...and we're not allowed to workng flexitime at all, ...so
it makes it slightly difficult if you're trying targanise an appointment, if you
need just a couple of hours ...it is all down to undiial managers how you
work so it would be nice to think that you could @dalf hour extra and build
up a couple of hours for something you've got towdwen you do work five
days a week. And management are quite happy fortgomork back to get
something done that'’s really urgent but not pregpdoegive the same to you so
there’s not an awful lot of give and take. ...I fitlcht quite annoying because |
think we do work very well for them as a team ...ihkhwe're very capable.
Most of us are the same age, you know the samgragg, and more mature
and just get on with things. But we're not giver itredit or responsibility to
take the time and pay it back. | think | see iadack of trust. That can be quite
stressing.” R2

Fourthly, the secretaries report that in some csegonsultants are flexible to the
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extent that they would allow the secretaries tsdme time arrangement; however,
the strict practice regarding this seems to coneenfthe line management, as
reported by R2 who said she has spoken abouhgrtconsultant:

“...it's been an ongoing discussion from the timeel'seen here... But the
consultants work from nine to five and we have ® lere to cover the
consultants at all times which is you know...the cdtasits aren’t always here
from nine to five and most of them would be morantthappy to make
arrangements with you individually so... that is time that management take
but I don’t think it's valid. However, that’'s my monal opinion.” R2

Finally, on relating flexibility to their work it the medical secretaries said they
have flexibility to do what they want at their oywace, as reported by R7 and R13,
which may conflict with some statements on theititgtxo control their work. The
flexibility they say here is the freedom they hawerganise their work tasks and set
the priorities, however, they are still subjectediriterruptions and urgent requests
that may affect their plans.

“My job itself is flexible because it's me that deées what | do and when | do
it.” R7

“It's flexible in that | prioritise my own work sbknow what is more pressing
and what can be left to do something else.” R13

Both statements above acknowledge that these madicaetaries are able to decide
what to do and prioritise the work that has to beed However this flexibility is still
subjected to the uncertainty of their routine, lasytreport, due to interruptions or

other emerging work they are required to do.

The issue on remote work was also raised in relatoissues on flexibility in the
work of legal secretaries. The legal secretariéstiat, as much as flexibility refers
to working from home or working hours, the compangs flexible in some

circumstances, as reported by R17:

“l think I am allowed to work from home. | have doit before if I've had a
really big project and | felt that | didn’t haveargh time (...) I'm not sure if |
was allowed to take, for instance, the Excel spgkaets with me. But | do have
access to the system from home.” R17

But they also said that due to the nature of legadk, it was not possible to be

flexible in terms of changing things or doing thendjfferently:
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“l don't think it's really that flexible in termsfonvorking in a law firm, because
you've got structured documents that you need itk &ty and so there’s not
really much that you can change. You can perhapshanging formatting or
something like that, but because the firm has gegtdormat and the way you
do things and that, no | don’t think there’s adbflexibility and that.” R21

Flexibility was an issue that raised different i@spes among the interviewees. They
described having a lack of flexibility in relatido hours of work, their eventual need
to arrive late at work or leave early for any flakty to work away from home. The
latter was described by the majority of the secietaas being related to flexibility.
On the one hand, the legal secretaries were showawe a degree to flexibility in
case they need to work from home for any reasonth®rother hand, the medical
secretaries took the chance to speak about remute tow express the total lack of
flexibility they have. The medical secretaries stidy were not allowed to work
from home and this was partly due to the need tesscthe system and the issue of

carrying all the tapes to be transcribed and seasitformation on patients.

The closeness of the issue of flexibility and thekl of flexibility to work from home
or to deal with working hours demonstrated thatalgh the secretaries argue they
have some degree of control of their work, it se¢neswork of secretaries is very
controlled by the organisation. This could happecaose of the need people and
organisations have to control their flow of infortoa. Due to the secretarial
occupation and its close links with secrecy, theyaways subjected to other means
of control of their work and actions. It is alsgaed whether this may be linked to

the organisations not being reciprocal with secietan terms of trust.

Loyal secretaries keep secret and trust their Isoddest of the legal secretaries said
that, although this practice is not encouragedhgydompany, some secretaries are
allowed to work from home. They reported that ire@fic situations this might

happen, as reported by R18:

“We are allowed to work from home, yes. They canysel up at home. A few
of the girls do it, but they're cutting down on th@w. | don't think they're
liking it so much because when... You don't get torkvat home full-time,
you've got to come into the office maybe two dayseek, and | think they feel
that when the girls are at home, the other gidsgatting all the hard stuff to
do, all the copy typing, which really these girtwsld be doing, but they're at
home so they can't get it anyway.” R18
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This passage highlights how R18 feels a differendbe way some secretaries work
and the disadvantages in the way she considersisshesated. This practice
exemplifies that companies may privilege some pe@pld they avoid this kind of

situation in fear that employers will not work &gy should.

For the medical secretaries, the NHS is not flexiiol terms of remote work and
work shifts even though they are expected to balfle — which they usually are.
Here appears another managerial control on seig®tas they report that for the
consultants they work for time shifts could be asegotiated between them, but

line management will not allow such a practice.

For some of the legal secretaries who are grantedteal remote work, flexibility is

perceived by them as positive in relation to thehift arrangement. However, in
relation to their labour process, there is not minet can be flexible as in the way
the organisation works and the ways the computgiesys work: everything is very

much standardised and cannot be changed.

6.8 Relationship with line manager

6.8.1 In the NHS

All respondents said that they report to their lIm@nager and expressed their feeling
about an existing tension in this respect. The nadiecretaries, although supervised
by a consultant they work for, are officially supieed by a line manager who in the
majority of the cases is located in another buddam, if in the same building, on

another floor or office. The relationship with thee manager seems to be quite
convoluted. Respondents have a general feelingtligatine managers are too far
from them and from understanding the work they ey report often having a

tension between orders they receive from the ctenrsisl and from the line managers.
The respondents’ perception is that consultantsansidered more in a position of
line manager than the official line manager asdbesultants are the ones who are

close to them, who see them and see and undesstaidhey do.
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“...my manager is (name) who works downstairs bufassas I'm concerned
Doctor (name) is my manager, my consultant is mpagar because...well he
knows what | do. My ... manager doesn’t. She woulda¥e a clue!” R8

“Yes. Uh huh. Yes. The consultant. | mean that's yaur line management,
we're managed by an admin manager but on a dagyokdhsis you are
responsible to your consultant because they'rergéing the workload.” R2

The line manager is seen by the medical secretasesomeone who is far from
them, not only in a physical sense, but far fromirthvork reality. One respondent
reported that in a different trust she used to tealiee manager who would come to
her often to ask how she was getting on and whatwaes doing, “but you're just

really left to get on with it there (in her preserirkplace)” as R6 says.

One respondent brought up an issue of having trrép someone in the position of
line manager but in reality the person used toheesecretary of the line manager
who is doing line management work on behalf of ghevious person. This has
created a visible tension as the secretaries aygube person’s ability to be in that
position:
“So at the minute that is a wee bit of a...bone aiftention | would say because
it's like another secretary coming and supervising ...rather than someone
who is a bit further up the chain type of thing ykimow? ...When it first
happened we were all a bit how come she’s doingsid of thing, because it
was just a case of you were told ...will be cominge’s now going to
supervise, she is the line manager while | go aamy do this sort of thing.
...we did all kind of think well what experience hahe got, what
qualifications? Why is she better to do it than argy else? But saying that |
mean we did come to accept it and we have comectepd it but there

obviously was a small incident and it's now a casgou know well she had no
right to come and say that to us, and there’s afliid feeling now so...” R4

The issue with line managers in the NHS is alsagind up when respondents talked
about the relationship they have with the persay tleport to. In the case of the
medical secretaries, there was always an uncldemitde as to whom they actually
report to, the consultant they work for or the limanager. Indeed, this blurred
relationship was evident when respondents talkeditatheir relationships, always
being explored by the respondent in relation tohbibe consultant and the line

manager:

“...how would | say? With Doctor (name) | would sapddor (name) is...there
Is obviously respect there because he is a consyiba know, that's how | was
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brought up, it doesn't matter that he’s youngemnth@e. He's a consultant, he
has to have respect and that's that. Uh...but...| waad we were working
friends, um...we get on well, um...we have a good lauighink you have to be
like that. You have to have a certain amount afritiship um...and he’s not a
grumpy consultant, he doesn’t shout, he doesn'gldaors; he's very very
placid you know? Um...but | would never over step thark, you know how
far you could go with him. Um...we do...we have a laugm...we have a
moan [laughter], we moan a lot! Um...but as | say affice...the whole ward
as an area we all get on very well, we get on wih junior doctors, the
specialist nurses, we all interact with one anotB@¢her consultants come up, |
mean it's a well known fact ward (number) doctosem is the best doctors
room to work in in Scotland. (...) Just...because... Mg Imanager ...my line
manager ...to me is fine but my line manager is dyHike most managers.
Um...she...she...she’ll chop and change, she can blowahdt cold, one
minute she will be very nice and then the next n@rshe’s yelling at you. ...1
don’t have a problem with my line manager and wiy varely see her, because
both the secretaries in the office, we've been lerdeng time, we're very
experienced, she doesn’t have a reason to comaingps$t something was to go
wrong yeah fine we would get her involved, but weenwrarely see her.” R8

The following statement presents the various aspeicthe perception the medical

secretaries have in relation to line managemerg;\View is generally shared by the

other respondents:

“Line management | have mixed feelings about, sone it...we tend to get
mixed messages from them | think. And | don’t thitilat...they entirely

appreciate the job that we do here.... | think thegerestimate how good a
team we do have. ...and we only seem to hear fromm tiveen they want to

wave a big stick at us. But we don't ever hear mcthe way of thank you!

We don’t want, thanked every day but it would be wauld be nice if there

was a thank you and appreciation along with thgefirwagging.” R2

R2 exemplifies how this is a conflicting relationsletween the medical secretaries

and their line managers. The medical secretarigls eEognition from management

and what they have is only a manager who doespprtaiate and recognise them or

their work.

This relationship with line management breaks thditional picture of the secretary

as loyal to her line manager. The data indicatd tha tension between the

secretaries and line management might be an imglicatf a reaction from the

secretaries to a lack of identification with thigme managers, sometimes as a result

of changes and procedures applied by managemeeteTih no more sense of

protection

(Wichroski, 1994) they might get fromdimanagers. This situation can

be another aspect that adds to the sense of molatported by the secretaries,
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isolation and a break from the loyalty they havéhwsuperiors.

6.8.2 In legal firms

The legal secretaries interviewed are supervisedhieylawyers they work for,

usually one or two. When asked how the relationghip them is, other issues were

raised by the legal secretaries. The majority noeetl that the relationship in

general is good; however, it is possible to peediom their statements that there is

a kind of respect from the secretaries for the EwyOne secretary demonstrated

that when she has a good relationship with her nia@ager and the way she now,

after years in the job, accepts things from the hmanager even though she knows

things are wrong. There is a relationship of res@ershe states:

“He’s very nice and he’s very nice to me and I'mstjmice to him you know?
He was very nice to me when | was ill. He wouldméar of me staying in the
office, | don’t think they wanted it either but letually (...) possibly passed it
on to me you know this last bout. But (...) no he&sy nice and | don't think |
would have problems with him. | mean I've alwayglga him if you don't like
the way I'm doing something because I'm set in naysy because I've worked
so long doing the work | do, if you don't like theay I'm doing it please tell
me. And tell me how you would like it changed, iflén’t think it's right you
know (...) because he’s like (...) he’s very goobtiia job. He’s a terrific lawyer
but he does a lot of things that | know are wramgyiammar, things like that.
You know (...) that (...) | know something reallyosild be a new (...) and he’'ll
make a statement and he’ll put a question mark. iBaichot a question but (...)
I've gotten now (...) years ago | would have sdmd sorry but that's not a
question, you don’t put a question mark there, rojust type it which |
wouldn’t have done before. But (...) it's his wag's the partner so | just do it.”
R24

A good relationship with the line manager was @emonstrated and related to the

fact that the secretaries feel that they can sugtesgs and they are open to

listening:

“It's very good actually. Yes, it's good. Becauseosh of them are very
amenable to suggestions, particularly if they'raestaictive. | mean obviously
they don't like to hear you moaning and groaningudteverything, but if you
go to them and say ‘Look, could we perhaps trythieven if they open it to
the other partners and they’'ll come back and seat Wiey think. So you do
have an input in the way that things are going &20
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Another important aspect for the secretaries waddht of having an approachable

line manager:

“...very good as | say | think I...after nearly sevegl years of working with
him | can gauge his moods, um...so | do know you kmdwen | can get on to
the personal side or steer well clear of that. ..geeon quite well | think. (...)
you know if | had a personal problem or what hawe yes | could go to him.
(...) with the coordinator it's very much the samigikar situation, you know
she’s ...she pops along at least two or three timesek because she works at
a different end of...in a different department fros u..but she comes along
two or three times a week just to see how we'regloif she sees that we're
...struggling ...with what workload we have or she’saasvof the struggle, the
workload, she will you know pitch in and help orkeaa suggestion. But she is
very approachable as well which | think is impotteacause if you don't have
anyone who’s approachable like that then yourddea be a bit of a downer.”
R25

“I've got a lot of respect for him and he’s veryagl, very good if you've got a
problem or anything like that. You can just go tmhAnd we get on really well
(...) So I know | can go to him.” R18

R21 states a very close relationship with her hiv@ager to the point that she know
how her line manager is feeling. This is an exangbleow secretaries may develop
a good response to their bosses as a result obd r@tationship (Cohen, 1985). In
addition, secretaries have for some time been deremil as an extension of the boss
(Pringle, 1989) and this reflects who the secresamay identify themselves with.
“She is approachable but she shows you very quieskhen she’s

panicking and stressed. If she’s happy, you're iagpshe’s not happy,
you're not happy, type of thing.” R21

In addition, the above quote also exemplifies houcimtacit knowledge is involved
in their work. The secretaries’ commitment goesooelythe organisational goals and
the secretary and the lawyers develop a relatiprtbiait has a direct influence on the

work provided by the secretary.

Although a few cases of problems within the linenager-secretary relationship
were mentioned, the majority of the respondentd #aat their line managers are
good and generally the secretaries demonstrateabd gttitude towards their line
managers. They listen to them, they are approaelaid understanding. They very
often mentioned respect and approachability as arackeristic of their direct

manager. The physical closeness of the secretamig$he line manager today in big
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open plan offices might facilitate this relationrshBome of the secretaries, when
speaking about their relationship with line managen various occasions mentioned

the fact that they sit close to each other, as R32:

“l think it's quite good, he's really quite easyigg and he’s got a family of his
own so he understands what family life is and lygige happy as long as the
work is getting done. We get along great. We k# this” (R22 showed to the
interviewer how close they sit next to each other)

Physical location may also impact the fact that lmanagers now see more what

secretaries are doing and see how busy they aRsl ‘Aasays:

“... In (previous place) my boss used to have her office and she was not in
sight of any of the people of our team. Whereas sbw sits right behind me
and the other people are right behind me as well, feel that since we've
moved and she’s been sitting behind me, she sk#sv@re of what | do and
she now realises that | am busy and because | thefdre she didn’t think |
was that busy. But now she can see, | don’'t hav&ayoanything, she can see
what I'm doing.” R17

These quotes exemplify how the legal secretariek rfeore attached to their line
managers as they are physically located next th e#wer in most cases. It is a
relationship that can be good as one side knows thkadther does. Their work may

become more visible.

While the majority of respondents had a generalyptirable impression of their line
managers, some criticisms appeared in relatiohaovay they were treated by them.
In most cases the secretaries showed high abiiitydéal with problems in

relationships with superiors.

While the legal secretaries experienced this w@tatip of respect between them and
the lawyers they report to, the medical secretaB@perienced a conflicting
relationship with line management in the NHS. Theecof the conflicting situation
experienced between secretaries and line manageisenexemplifies how control
has be exerted negatively over the worker. Thigl$® related to the context of
public service in Scotland, where the NHS has hadious political and
organisational changes that result in these expmgeamong workers and effects in

their labour process.
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6.10 Work recognition

One medical secretary translates what most of theéical secretaries feel in relation
to their work recognition, as they perceive beirgognised by people who work
with them and recognise the value they have agylibenmain mediator between the
patients and the hospital or the consultant:

“I think...that work recognition as far as my worklleagues are concerned, the
people that | work directly with, they realise hinard | work, the type of job
that we do. ...to them it's more or less invaluaMeu're the link between the
patient... By the people that | work with yes detihyt

The interviewer: “And how about the managemenhaNIHS?”

“No. | think the management think we can be replace they think that our
job is typing. | think I'm a psychologist, a psyahist, agony aunt, best friend,
cheerer upper! ...and | think that they...that manageraee looking to have
the typing taken away from the medical secretari€hey're already
downgrading the medical secretaries, when they takeedical secretary on
now they only pay them as a grade three, whereapdiid as a grade four. So
that’s the start and gradually ...1 think down in ldon they took all the typing
away from the medical secretaries and sent itdalhR8

“The other secretaries they all know what goes the consultant really

appreciates what you do, he does always say th#te .further up you go |

don'’t think they appreciate it much, they just estpie really. You don't get

much appreciation from higher up (...) And outsidenean you do get patients
and relatives phone up, we really appreciate tie ymi've given us and that's
nice. It doesn’t happen a lot but it is nice whiethdes happen...” R5

The above quotes exemplify how the medical sedestdeel recognised by the
people who are closer to them, the consultanto#met staff. It also shows how they
perceive a lack of recognition by the managemerte“NHS (...) | don’t think so |

think you’re just a number really.” R13.

The closer someone is to the secretary, the masepdrson sees what they do and
consequently they feel recognised. Indeed, dataodstrate that the medical

secretaries are more sceptical about what the reamag thinks and whether they
recognise them.
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“...I'think as a team we recognise what we all do btitink that probably on a
day-to-day basis means much more to me than whdinmymanagement ...
and the people that | work with on a day-to-dayidase the ones that | have
good relationships with. ...and just concentrateha.t R2

Another medical secretary responded to the questidhe issue of work recognition
in relation to how she is treated by the consulsiet works with:

“l don't think the consultants appreciate me at dllaybe they do but it doesn’t
feel like that. They don’'t make you feel apprediatgou’re there to do their
typing and that’s it. | don’t know if it's becauskey ... consultants, because
when | did my wee stint in general surgery with enoredical consultants, they
were a lot friendlier, and a lot more down to eak¥hat did you do at the
weekend? And are you doing anything nice this wedReDid you see such and
such on TV? Whereas...where | am in (location) yoo'tdget any of that. You
don’t get you know if you're going off on holidagifa week they don’t say are
you doing anything nice or anything, they just sag you when you get back.”
R6

Most of the respondents associate the issue of vamdgnition to what people, and
especially line managers, say to them in relatmthe work they perform, different
from relating their work recognition to things suak salary increases and other
benefits that would make them feel recognised. Miagrity of the legal secretaries
mentioned events when line managers said a sirtidek you’ and how that made a
lot of difference to them.

“l...since | moved here a lot better, um...| came frammompany who as | say,
if it wasn’t in somebody else’s job descriptiorgat dumped on me. Um...and
you didn’t get any recognition at all for doing éimyg. Here you at least get a
thank you and a thank you can be a big boostaltyrean, especially if you're
having a bit of a rotten day and you know...” R24

Some of the legal firms have an appraisal systemhich once or twice a year line
managers feedback the secretaries on their woidirgrahem in a points system.

The results of this are also important to the sades as recognition for their work.

“(...) twice a year and it’s just a review of youbjand how the company feels
that you're getting on and things like that. (...arou get a points system, so
if you get all 1s, that's very good and they lodkr@iewing your salary and

things like that, and it’s just from my boss in tt@mpany to tell me how they
think I'm doing. So very, very well, I've got 1srf@bsolutely everything, so

that was really good.” R18
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One respondent related the issue of recognitiathégpossibility of promotion. For
her, she does not have the possibility of beingnated as a secretary. In her opinion
the secretarial occupation lacks a structure tefihes who secretaries and PAs are

as very often these two titles overlap in termtasks.

“...I feel very valued. | mean in other places yown'd@et anything. I've had
some jobs you just don’t get any recognition atoalany praise, you know, if
you've done a good job on something. But here tieeyery good to their
employees | think. Yes. We usually have a monthbetimg, like the admin
team, and all the secretaries, and the partnerusilally say ‘This was done
very well, this was done very well’.” R19

One respondent mentioned that sometimes she doésehoecognised for what she
does. However, she highlights that being in a mawmeonomous position as a

secretary people tend to recognise the work she aoe value it more. As R23 says:

“...we’ve become more autonomous and we’ve got thigyato now show our
own initiative, people are realising that actuathey’re quite good what they
do for us’. And are appreciative more. | think itléficult to be valued. | think
undervalued is the word | was looking for. | thinkw we’re valued more
because people realise just how much we do ddhéantand how much more
we're willing to do for them if the ability is ther | think it can change on a
daily basis sometimes. You go ‘Ah’ or ‘Grrr'l” R23

Work recognition seems to be of serious concernngrtbe medical secretaries.
They do not feel recognised and feel they aredrkas a number. This translates into
how the medical secretary perceives herself as eupation without other
prospects, especially mobility prospects. Howewdrat appears to happen among
the secretaries is that when they struggle withkwercognition, which is usually
linked to their relationship with the line managed the recognition they gain from
them, the secretaries move between employers. Tdqgpears to be considerable
movement of secretaries between employers in csghdons, which perhaps is

because of their dissatisfaction or simply the latlapward mobility.

The lack of career prospects and the lack of reitiograppear to be the main source
of dissatisfaction with their occupation. This echuse the secretaries have upgraded
their skills and improved and increased the scopkcuality of their work (OECD);
they have not been recognised by increased stamlisarnings, as seen in either

public or private sectors.
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6.11 Importance of secretarial work
The medical secretaries’ views on the importancéheir job varies as they think
that, firstly, their work is becoming more importas workload still increases and

the consultants, more than ever, are relying oretatal work to assist them.

“...in my opinion ...l think it's more important becashe workload is
increasing so much the consultants don’t haveithe, they don’t have the time
to spend actually going over things, and a lot moneis is placed on the
secretary to fob patients off.” R8

Indeed, as a result of changes in the health sysaemvell as the increase in the

consultants’ workload, they need secretarial helmeet their targets.

“...I think it's very important in the NHS. | thinkhat...the secretaries oil the
wheels of industry; | think that they keep evergthioing. Because they need
us. They need us.” R6

Secondly, medical secretaries also think that assmportant as it has ever been:
“wouldn’t say it's more or less important than igger been” as R7 reports and R10,

who says: “l would say it was still important yes...”

Thirdly, for R14, her job is not important for thNHS as she perceives that the NHS
does not publicly recognise their work, either alking about them in the media, or

by talking about any increase in the number ofetacial staff.

Finally, R11 argues that her work is becoming legsortant because a lot of people
now have access to the system that contains therialamedical secretaries work
with and the digital voice recognition system walso, as argued before, deskill
them. This is a concern expressed by R11, beloawisly she worries about losing
control and may lose responsibility for things witie introduction of the voice

recognition system:

“...I suppose...in a way less important because thexeadot of people who
have access to things or computer systems so..itlieatIstaff for instance, the
nursing staff, they can all access, or they shbeléble to access what we can
access and | think once we go...once the letters gtamg out electronically
then...you know we won’t have so much responsibiliiyce the voice
recognition comes in so | think it's getting legsyill become less.” R11
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The perception of the importance of secretarialkwaries for medical secretaries.
For some it can be viewed in a very positive wayfasthem the occupation has
always been and will continue to be important tgamisations. For others there is a
view that the occupation is not important, eithecduse they do not feel recognised

by the organisation or due to the imminent chartlgasthreaten their job.

Most legal secretaries stated that their work ob@ng more important in the firm.

Few respondents feel that if they could be replaoesst people could do what they
do. Nevertheless, not everybody will have the skitb do it as they do. One
respondent mentioned that the solicitors could heaaess to the dictation system
and could do their own typing. However, that is wbiat they are trained to do and
the results would not be good.

“...it just is! (important) | think that... what | tryo do especially from...a
personal assistant point of view with the partnaptk for, is to take away the
laborious administrative work away from him. Myiiftle is he is out there
seeing clients, getting money in to pay for me twkwvIf | wasn’t there to take
away all the laborious horrible stuff from him thHe could sit there and do
hours of paperwork....then...I'm not doing my job prdpdf he has to do
that. That's my role is to take away all of thairfr him, whether it is typing a
letter, to booking a meeting for him, to...time rediog you know?...it's
those things and...I'm not trying to give myself g liead here or anything
but...my...appraisal | think it was last year, or theawy before, he actually
said that he feels that he can just give me thiogdo and | will just get on
with it, without him having to explain, whetherbé him standing over me, or
dictating to me, explain what he wants doing. Whgla good...we've come
to a good working relationship like that. But yed think that it's probably
more so by role.” R25

The above statement exemplifies how the secrefabalr process is perceived by the
legal secretary as a role that cannot be repl&isel understands that what she does could

not even be done or replaced by her line manageté&pendence.

Another respondent said that the job is becomingenmaportant as they have more
work to do. The workload keeps increasing and #gall secretaries agree that it is
still becoming more important: “I think it's getggnmore important. As | say, I'm
getting much more to do...” R18. This statement exXdm@p how the idea of work
Importance was constantly shown by respondentslation to the amount of work
that they have to do and the effort involved in it.

189



The importance of secretarial work is also exengaiby R23’s statement in a way
that she perceives her job as important even thdwghline manager will not

recognize it or acknowledge her for doing a godd jo

“l think sometimes our fee earners forget just Howortant it is, and that's
‘let’'s walk out for a day and that will remind thgost what we do for them’!
But | sometimes think to myself that perhaps thehbeing a good secretary is
that the fee earners don'’t even realise that yode it, because you've done
it and they go ‘Oh, | didn’t know you could do tha¥es, I've been doing it for
years; did you not know | did it that way?’ ‘No'R23

Together with the perception that the secretar@@upation is important, the legal
secretaries also perceive their occupation as qualrecognized and, as R23

reports above, invisible for some people.

For the medical secretaries, while they believe their occupation is important to
the organisation, they also believe that it mightfes negative effects from the
introduction of new systems at work. For the leggdretaries, the importance of their
job is related to how they see their occupationaasessential asset to the line
managers that cannot be replaced. The legal sees#dso related the importance of
their occupation to the fact that workload is irgi@g and so is the effort involved in

their labour process.

6.12 Chapter summary

The findings presented in this chapter respon@search question two: what are the

contextual factors surrounding secretarial work?

As this question is not directly addressed withe titerature (chapter three) on
secretarial work, the analytical framework wasiatly used to map the themes for
analysis. Then, given the great extent of issueslation to the context of their work
after considering individual perception of theintext, LPA was found to be the best
approach to map the themes that would better preden contextual factors

important for this study. Again, many of the thema&sed were closely inter-related

to the content and the lived experience of the exwk
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The medical secretaries have experienced many ekangvork, either in relation to
the secretarial job itself, or organisational chemgGenerally the secretaries see
technological changes as the main factors affe¢hieg work and work context. The
changes they list resulted in an increase in waxklas well as a destabilisation in the
organisation of their work, especially in relatimnthe kind of relationship they used
to have with the line manager and with the otheretaries. The data demonstrated
that the context of their work is rich in detailbat help to have a better
understanding of this occupation, especially iirtlneork is placed in the context in
which they do it as well as the lived experienceythndividually present and

integrate with their content and context.

Chapter five considered findings in relation to ttumtent of secretarial work. This
second chapter of findings sought to build upos thy considering the context in
which secretarial work is undertaken. The next tdrafchapter seven) goes on to
consider the lived experience of the workers. It piesent data on the secretaries’
perceptions of their lived experience also relattrtg the content and the context of

their work.
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CHAPTER 7: THE LIVED EXPERIENCE

7.1 Introduction

The findings of this study have been reviewed Iati@n to the first element of the
proposed conceptual framework, the content of vemidk in relation to the context of
work in chapter six. This third chapter of findingddresses the lived experience of
the worker, when the workers can relate to evengtline has experienced through
life, to the content and context of their work alsving a direct relationship to their

identity.

This chapter explores the lived experiences of osdand legal secretaries.
Exploring the lived experience of occupation hadgéris argued here to be possible
to better understand an occupation. It is argued tiet occupation holders will be
better understood if one considers the totalityheiir occupational experience, not
only the tasks and skills involved in their laboprocess, but also the lived

experience involved in the occupation.

Different from chapters five and six, this chappeesents the data on the lived
experience of medical and legal secretaries anskesldy presenting a conclusion
about the themes that emerged in this third eleroémhe conceptual framework.
The focus of this chapter consider the importarfcelentity and work, and that for

Leidner (2006) work should be a base for identityaddition, considering also that
the workers identities are shaped by the work ttheyLeidner, 1993) this chapter
bring other issues into discussion. The issuesudsgrd here come from the
operational definition of identity as identified ainapter 2 and from the importance
to recognise the relationship between one’s petsaomé occupational identity as to
how people understand his/her occupation. Thahés meaning ascribed to the
worker’s occupation going beyond formal categorsabdbf occupations, which here,
Is interpreted as the lived experience of the oatapal holder. The lived

experience, as argued in chapter 2, encompasses ithemtity is lived and

maintained, from how the occupational holder sthtis/her occupation to how the

occupation is maintained throughout the years.
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Findings in relation to the lived experience of mad and legal secretaries are
presented in sections 7.2 to 7.6 of this chaptee @ox 7.1) and are summarised

within section 7.7.

The lived experience of medical and legal secretas

e Careers history
e Reasons for entering the occupation

Identity

e Occupation identification
« ldentification with line manager

Gender
Problems and pressures
Prospects of change of occupation

Box 7.1: The lived experience — summary of themes and sub-themes
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7.2 The lived experience of medical and legal secre taries

As discussed in Chapter 2, the lived experiencthefworker, that is everything a
person has experienced through life, has direatiogiship to their identity and may
reveal the occupational meaning for the occupdimder and this, together with the
content and the context of their job, might preserietter way to understand an

occupation.

The framework proposed in this study suggestsaharson’s identity and the work
undertaken might have strong connections. This ection might be translated in
relationship between the person’s lived experieziog the kind of work in which
he/she engages. The purpose of this section isalyse a person’s lived experience

in relation to the content and context of her wiorkght of the framework proposed.

Most research on secretarial work has focused erethnical or mechanical skills
and tasks of the job. From what this study has emesl so far, the work of
secretaries involves more than technical skill andre than what is formally
acknowledged in their job description. A focus oply the technical content and
context of the job bypasses other important compisnef the work of secretaries
which may relate closely to the way they identifierinselves as people as well as

occupational workers.

7.2.1 Career history

In order to start a narrative of the lived expeceof the secretaries interviewed, the
first question asked was an open question whenntieeviewees responded about

their life experience since leaving school untditlpresent job.

The majority of the medical secretaries intervievedicated that when they left
school, they either did not know what career tosparor did not find enough job
opportunities for them. They would either simplgkpa job that was available at that
time regardless of personal inclination or wouldspe further training in office

work.
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The quote below illustrates how R1, who is overy8frs old, presented a portrait of

her career story and the distinct features of hegar story representation:

“Well! Quite a convoluted road, really. | left sati@nd didn’t know what | was
going to do so | worked in a shop for a year arehtldecided | would do
teaching. So | went to college and did the trainingbe a primary school
teacher, which | did for a couple of years and tledrto have my own children.
And then when they were little | went back doingply teaching, fitting in
around the children, and as they got older | wextklio teaching full-time and
then in 1989 | just decided that there was too naigdss in it, so | gave it up.
It's hard to believe it's 21 years ago! So | gayetle teaching and did nothing
for about a year and, when | say nothing, you knbwas a housewife and
mother, and then | decided | need to do somethiiglgl’an not designed to sit at
home. So at that time our local secondary schowleheourse where you could
go back into the classroom with the pupils. So hiEack in and did computing
and office studies... And while | was doing that cmuthere was a vacancy
advertised at my local GP surgery, so | appliedifoand got the job and
transferred the course to a night class. So IHetsthe course at the night class.
| then worked in the GP surgery for nine years teefoining (place). | started
off as a receptionist within the same health ceritg instead of working for
the GP | now worked for the health board...” R1

The above quote illustrates some aspects of arcanmegline that has some common
experiences found in the narrative of the other ioadsecretaries interviewed.
Indeed it exemplifies how the secretaries ofteh dehool having no or few career

options to pursue.

The issue of ‘what to do next’ was similar acrogferent age groups studied. The
fact of ‘not having jobs available’ was not onlycharacteristic of older secretaries
who lived at a time of scarce job opportunities éawl jobs available for women. On
the contrary, even younger secretaries experieacétk of job opportunity and

maybe a lack of career orientation either from p&rer from the school system.
This issue was evident in some of the young sawestanarratives as quoted in the

extract below, from R6, 34 years old:

“...And it was really my parents that had kind ofestsd me in the direction of
banking or financial services. So...um...I was madiltam a CV and sit down
and write letters off to the various banks anddng societies...Because | had
some good qualifications, | had higher grade qualifons but not good enough
to go on to do university courses, or college...poobably could have gone to
college. | don't think the careers advice at schisalery good. | think that that
could be a lot better because | had no clue whanited to do and | just relied
on my parents really to steer me. They thought inanknight be...or insurance
might be quite a good career choice.” R6
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All secretaries interviewed reported unique catastory and different experiences
and facts in their lives. However, a few issuesenfeund to be common regarding
their career history. Common factors are relatetthéoexperience they had in various
kinds of jobs and industry sectors in which theyeviirst employed, which might

have been due to their lack of choice and oppdstwmitheir lack of career prospects
after leaving school. Their perception of a vadatof job experiences was actually a
positive aspect for their career and it was pesk&s an added value to them. “I just
picked up whatever | could and | was lucky thabuld um...and because | did a lot
of temping | got a lot of experience so it was gasy to go...you know fairly easy

for me to go to something new...” (R2). R2 points bet experience in different

jobs, due to the lack of career prospects, and thasvwas an added value to her,

making it easier to get new jobs and to adaptwada range of jobs.

Despite the many job changes the secretaries exped, changes in family
circumstances and even an admitted desire foe @lf of the house, 11 respondents
said they had a time in their career life when te®pped working in order to have
children. Many perceived this career break as arabhprocess in life and no issues
were raised on this aspect of their life trajectoryr any negative feeling or
perception was elicited by the secretaries. Thiewohg quote exemplifies how the
secretaries spoke about the time when they stoppetling in order to have a
family:

“...and | went to work... then | moved west with my mhéoyfriend who

became my husband and | worked for (name) andwleemoved again back to

(place), and by that time | had my first child. emt back to work when my

second child was in primary school part time andhmgband had gone back to
university after the children were born.” R2

In addition to the interruption of working to raiaefamily, it was reported that the
secretaries also moved a lot in order to complyhwitieir husband’s work re-

allocation. This situation was reported in fivesirtiews.

Table 7.1 below represents a summarised pattewhioh the life trajectory of the
secretaries was described. Each option in eachmeokan be linked to one of the

options in the next column to form and exemplifiifa trajectory of a secretary in
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this study. The options are commonalities foundha interviews of the medical

secretaries:

Period when Period when career Working life back on and
secretaries reported was put on hold re-insertion in office work

not knowing what to
do after leaving

school
Went into Went back to Moved up
different part-time work* to
jobs* secretarial
position
(from
typing post
Left school Did yping post)
iged 16 or secretarial | Got Had kids
course** married Went back to
office/secretarial
(or/and) | work* o
Went into Gota J?b n
office present
work* organisation
Finished 2"\,‘;;’5‘30
secondary Got a job ol
school as a junior husband'’s
shorthand job
typist relocation

Table 7.1: Life trajectory of medical secretaries
* temporary or full-time, various areas and industries
** either Medical Secretarial Diploma or Secretarial course

One could argue whether the exposure the secretdrael to many changes
throughout their life has contributed to be ableviwrk in a kind of job that is also
closely related to change. The changes they haperiexced in life may have led
them to be more adaptable to change. Another asyeitte career history of the
secretaries is that they carry out many aspectsecklto the gendered side of
secretarial work. They show characteristics whiochyears, have been related to the
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conception of what a secretary is. For example,'daffece-wife’ character and the

caring relationship with the line manager and odsgrects of the job.

Few differences emerged in relation to the legaletaries’ report of their career
trajectory. The legal secretaries followed the sgaitern as the medical secretaries
in terms of a variation of jobs at the beginningtloé career. That is, some legal
secretaries also mentioned that they did not kntvatwo do, and as they were keen
on some aspects of office work, working as a lesgaletary came as a good option
for the career they could pursue and one of reasmmgioned is that it has better pay
than other secretarial jobs. The following extrglwdbws how R17 (over 30 years old)
entered into secretarial work, although not knowwitat to do after leaving school,
as R17 reports “...1 am very fond of typing, so olmaly that kind of job, secretaries,
they do lots of typing. So that was one big partitodnd 1 just like the office

environment...”.

The following extracts are examples of the carastoly of two legal secretaries
who are over 50 years old and who experiencedrgatanoments in the UK when,
as discussed in chapter 3, the career choice anaanw was affected by the historical

moment and highly determined by parents’ or tealgrridance.

“... at the time | left school | was at a junior sedary, (...) | chose to leave
with the (...) school leaving certificate because #eeondary school that |
attended they did a commercial course and fromaheyat secondary you got
book keeping, shorthand and typing. (...) | startédas a junior. | had a

terrible first day because | wasn’t even alloweditalown uh (...) what you did
was you went in in the morning and you were givdistaof the other typists’

and secretaries’ food requirements for their luadd you went and you got
their shopping. You went to the bank, two of yountw the bank, both of us
fifteen-year-olds for the day’s uh (...) cash flond on the Friday you got the
whole office’s salaries from the bank(...)...uh (..Jtlwhen we came back
from the shops we had to make everyone’s tea affidecand | had gone to sit
down and | was told by the head typist we don'tdsitvn in this office when

we’'re office juniors. (...) So | got another job (.ahd | got a very nice little

firm where | was a junior shorthand typist/telepisanAnd | got a good

grounding in that office and uh (...) as well asrking a really old fashioned

switchboard | would take down file notes for onetloé cashiers. And then |
would help him type up accounts from all the ndtes had been typed from
various entries and things.(...)l also typed shdtets and things like that (...) |
got married in 1969 and | stopped work in 1970dwehmy first son and | went
back to help them in between times to do what t@edled issues where they
were issuing new stocks and shares and thingsisorexshareholders (...)And
then they were taken over by the Bank of Scotlandl was asked to go back
and help at the Bank of Scotland so | did thatviamious times and then | had
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my second son. So when he was at nursery, whichdwmmiabout 1976, | went
back to work (...) and this time it was in a refrigion engineers (...) so | was
there for maybe two or three years and then | @ecitiat | would like to go

back and work full-time because we wanted to bwttzsr house...” R24

“(...)  went to a school in (name of region) calledblic Secondary School for
Girls. The reason | went to that school is thatas the only school in (name of
region) that taught secretarial skills, i.e. shanith and typing and accountancy.
At that time, this is back in 1966, employers warethe habit of phoning
schools to see if there was any girl eligible tavie and to start work (...).At the
time there was myself and another girl whose nanaeksbeen put forward by
one of the teachers. We were given a typing testpr, so | went up for the
interview. | was 15 at the time. The guy (...) gave ajob as junior shorthand
typist which meant you were a general dogsbody.ieSuf...) at that time
included not only taking your shorthand, typing ydetters, and generally
making tea and coffee for everybody, but my jobtfthing in the morning was
emptying ash-trays, taking all the rubbish downthe bins. On the Friday
afternoon | had to clean the big photocopying maehiwhich at the time were
all liquid. Cleaning the sterner machine, which nmigaking all the skins that
they used for duplicating things, making sure tialy were all packed away
flat and cleaned, putting fresh ink in, which waseally messy job. But that
was the way juniors were in those days. If thers wanessy job, a junior got it
to do. (...) Two months in that job they had whatythmlled the ‘credit
squeeze’. | was made redundant at the ripe oledhgB. (...)"R20

R24 and R20 describe examples of the career histbsecretaries and they also
describe the type of tasks they experienced whey $tarted working. The next

section will examine the reasons why responderteseah the occupation.

7.2.2 Reasons for entering the occupation

The reasons for entering secretarial work are blastated to the context in which
they lived and experienced when leaving schoolmf&stioned in chapter 3, in the
60s there was a lack of job opportunities and wagnespecially, went into office

work either due to the influence of parents or ess.

Following a conversation about how the secretages into secretarial work,
respondents were asked what the reason for enteenggetarial work was. The
interviews with the medical and legal secretameldated that the main reasons for

entering secretarial work were:
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Reasons

Liked working with people
Easy job to get into
“Next best thing” if wanted to stay in the hosp#avironment
Fell into it
Lack of options
Made them feel good
Lack of knowledge of options
Safe and steady income
A job that suits
Table 7.2: Reasons for entering the occupation — Medical Secretaries

Reasons

Liked the office environment
First job that came up
Fell into it
Lack of knowledge of options
Table 7.3: Reasons for entering the occupation — Legal Secretaries

The reasons identified by medical secretaries dstrated that most respondents
entered the secretarial occupation either becdnese tvas no other option available
at that time or that it was “the next best optigR3 and R7), when their first career
choice, usually nursing or teaching, was not pdssib pursue. But clearly the
reason for doing secretarial work was for some pition to, first, avoid unwanted

‘bad’ jobs. The extract below, from R4, who is joser 50 years old, is an example:

“Because | didn’t want to work in a shop, and Irdidvant to work in a factory,
and | didn't want to work in a bank and at thatgstavhen there wasn’t
much...many other options when | left school um...thagally why | thought
right | would rather be a secretary. So that's whyent down that route (...)"
R4

Second, secretarial work was an option to pursutheis first desired job was not
possible, usually because of a lack of qualificadido do what they really wanted,
frequently reported being in the area of mediclng, being a secretary would still

make them stay in the hospital environment as émgyed it:
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“l didn’t really know anything about it, didn't réa want to be a secretary at
all, 1 liked the medical side of things but | ditlnvant to be a nurse. | knew |
couldn’t stomach being a nurse definitely not. Frot clever enough to be a
doctor so...this was the next best thing.” R8

Third, secretarial work, for some, was the mostrappate option as they did not
have advice on job opportunities or proper caregtdance available. According to
R10 and R15, they claim they did not have the kedgé of the existing career

options. As in R15’s example:

“...I think all these years ago you know if you ditlstay on at school and do
‘A’ levels and things like that you didn't get sant like career advice so much
in those days you know? To sort of get you knowt thance to do things, what
they would like to do. | used to always think ...Iuwld like to be a vet, that was
interesting working with animals and stuff and édight hmm | don’t know if |
want to do a course for all these years ...so | thijist decided on secretarial
work because ...it was a decent job then and you kihgaid quite well and |
did enjoy it, | enjoyed shorthand, it was very ieting. ...so | thought it was
quite good actually to get into a good job, civhdce or something then but
not thinking | would stay there all these yearst Biink time just goes on and
that’s what you do, ... I'm not saying I've been 100%ppy with it | just wish |
had done something different over the years ...” R15

The statement above, if contrasted with the issuenowledge base for secretarial
work, can show a perception of secretarial worlngpea job that does not require
knowledge. R15 justifies her choice of secretanwalk on the basis of the status
given by the job, the financial reward, as welhas unwillingness to do a course to

be a vet, as she reports, and spend a few yedraioimg.

The medical secretaries demonstrated in the imesvithat, alongside the already
mentioned reasons for choosing to be a secretagy, dlso demonstrated to have a
desire to serve. It is evident in the followingrexts that the secretaries also present

a kind of nurturing sense and social reasons faipg such a career:

“...after I'd had enough of the banking because ..rits$ about people, because
if you complain about your job they just say we#t'iivget someone else to do it
and you're off out the door. There’s no love! Andvdnted to do something |

felt made a difference, so | thought either goimg iwork in a hospital or going

to work in a care home or something like that t&kena difference to people to
make me feel better.” R6

“...and | was more interested in the fact that | \wasg to be working for a
charity than really the type of work | did. ...Anditst led from there.” R2
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The above statements demonstrate that previousrierpe of the medical
secretaries in addition to a nurturing desire ttwvesgpeople may have led them to
choose secretarial work as well. These reasonalsoereflected in the kind of work

they do, at the health service.

It also appeared in the sample that having famigminers who are or used to be a
secretary also influenced the choice of occupatdnthe medical secretaries
interviewed. 34% of the sample reported havingeclasnily members who used to
be or still work as secretaries, as shown beloRRByvho also mentioned this fact as

a possible reason for her entering the secretac@mlpation:

“...I liked that side of things, | was never everstieed to go into medicine
...probably my mother was a secretary which is probalny | kind of went
into that sort of thing and | also did very muckelithe medical side of things
although | knew | was never going to go into thedioal profession as such
s0...this was...probably the next best...” R7

It was reported not only by the older secretaried the option for secretarial work

was the option when they did not know what to @&, R19 (27 years old) report:

“It was really the only job that... I just, | didnfeally choose it, | just kind of
fell into it. I left school and | wasn’t sure whatvanted to do. | didn't know
what | wanted to do at uni so | didn't want to apibll wasn’t sure, so the aim
was to take a year out and think about it, but tharst kind of fell into that
work and just kept going and | didn’t bother untiw.” R19

Similarly, the legal secretaries demonstrated tasgt respondents did not choose to

be a secretary, they reported that they “fell ititas reported below:

“So, yes, that's how | actually ended up doing .tHatwasn't a conscious
decision or anything, it was just handed to ménat tvay.” (R21)

The reasons identified showed that the lack of Kadge of the options available at
the time they left school resulted in choosing @cupation based on what their
parents wanted for them. This situation is desdripeR24 as below:

“Well (...) you more or less did (...) in my day athyour parents suggested, uh
(...) I had wanted to be a nurse and uh (...) mtharcshe said oh no, no, no, she
said you're not strong enough to be a nurse. (..W N@ossibly could have
stayed on at school because | had the gradesytostat school but | wanted to
go out and work and (...) so I did as my mothegested you know as you did
and | (...) but I really did like being a typistdasecretary | was interested in
meeting people and (...) getting a job (...)" R24
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It was also reported in various moments of therunev that some legal secretaries
regret the choice of career, especially as repdrtethe older ones, as at the time
they left school they had enough grades to carrgatiwol and pursue another career
or to stay at school and get more grades. Thibustriated by R24, when she states

that she regrets not getting more grades:

“We were fifteen. | actually left school at fourtebecause the school leaving
age was fifteen and | was fourteen in the summéddns but you know by that
time | had gotten a good education for commercimkwvhereas a lot of people
who went to senior secretaries (...) didn't hawat,tthey had to go on to night
school to learn secretarial (...) so | think soimmaybe held them back but | do
sometimes regret not having gone on and done @l¢eand things like that. |
mean | could have gone on to do it | suppose ar kears but by that time | had
seen it wasn't really necessary for the type ofljafas in. | mean you now hear
of graduate secretaries...” R24

A high number of legal secretaries interviewed, tWwods of respondents, reported
having family members who are or used to be a t@greeither their mother or
sister(s) or a close relative like a cousin. Thastfwas also thought to have
influenced their choice of occupation. Some respoisl (such as R18) mentioned
that all family members in her house were officerkees; her father, mother and
brother were administrators and that probably erilced her choice of career, as she
(R18) says: “I think it (family being in office wky probably did, how | went down
that line. Because | suppose because the wholdyfalome it, so when | went to the
Job Centre | was looking for an office job. | wasm@ally looking for anything else.
Yes.” Below are examples of respondents’ perceptiantheir family members’

careers and the possible influence it had on theice of occupation:

“... I'd always fancied, you know, when | was growing, I'd always fancied
being a secretary because my cousin was a secastdrghe knew how to do
shorthand and | was always fascinated with thaat Bhe could do these little
squiggles and she knows what it means and | thdughsh | did’. Right from
an early age. And | found that | had a flair fopityg as well. She had a
typewriter, a very, very old one, one with theldittblack keys with gold
lettering on it, and | just used to muck about wiftht sometimes and | did find
it easy to type (...)" R20

“My sister was a secretary and my mother had tbgpect for people who
worked in offices and she felt you know (...) itsa@.) you know (...) I also had
hankerings to maybe be a hairdresser but no na&rsghe somebody who was a
hairdresser and they had bad skin because of itreerd were all the reasons
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but she kept saying that she would really like mbdcome a secretary.” R24

R25 presents many reasons why she chose to beetasg@nd argued about her early

desire for office work which remained until latéde] as she says:

“l love working in reception um...I enjoy meeting p#®, um...so reception
was ideal for me. And it's something | had alwaysnted to do from being a
child you know? People change...kids change theidmum...but I'd always

wanted to be a hotel receptionist for me though uhlnking back on it now, it

was more the fact that the hotel industry doespagt well. The commuting
from where 1 lived to where | was working was um.t.goeat, the hours are
pretty unsociable. Um...and | just wanted to get irgonine to five

job![Laughter]lt might sound boring but that was.atk what | wanted to do
and um...as | say | have um...| have always used awytee, I've always done

secretarial right through my school as well. Um..relefore we did secretarial
work at school | even...my mum always had a typewstel've always fiddled

about.” R25

Still in connection to reasons for the choice ofwgation, the topic of choosing to
work in legal firms came out from respondents iifietient moments of the interview.

Some reported a case of opportunities availabtbeatime they were looking for a
job, as:

“There’s no special reason. | mean | tried gettirig the medical side of it, but
never ever got offered a job as a medical secretasy tried going into the

financial spheres, like the banks and things, Mdu're a legal secretary'.

Basically just a secretary, you know, secretatkdlssis basically the same the
world over, ‘Yes, but you're trained as a legalretary’, and I've said ‘Oh, it's

just something | kind of drifted into’, you knowuBit just seems I'm always
back in a solicitor’s office.” R20

While others mention the good pay offered by |dgais:

“I don’t know. | think... | went to the Job Centredathis is where | got the

office junior job, and I think | just quite enjoyétdand so each job that | went
for was always in solicitors’ offices because tipayd better. (...) Yes. If you

go into legal positions you get better pay, yeswent to work at the university
or the hospital, the pay is not as good there.” R18
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7.3 ldentity

Technology has significant impact on the work otretaries. Although it has
changed in a positive way the work and the waysask undertaken, technology has
also brought some issues about work identificati@oth medical and legal
secretaries spoke about line managers who, to soteat, work and do things on
the computer that was in the past given to theesages only. It is felt by secretaries
that they do not have control of their line managetrk anymore as some of them
will not pass information on to them. Contrary tbat/ used to happen in the past,
when secretaries had much more control over th& wbthe superiors, today it is
perceived that secretaries are not so attachekefo ltne managers as a means of
freeing them to focus on business. In the pasgcaetary would deal with every
single detail of a line manager’s life and the Imanager would “consider her not as
an individual but an extension of himself” (Pringl£989:8). In summary, the
findings suggest that the secretaries are not nsxtes’ of their line managers
anymore and this is important as it is evidencbhaf this occupation is experienced
today. This study differs from previous literatusa secretarial work as here the
focus is on two groups of secretaries that areyardlin relation to the service of
knowledge workers. It is argued that this discotinac of the secretary-boss
relationship is related to them being secretariekrmwledge workers, because
knowledge workers tend to keep a degree of intendiggnce of work tasks (Benson
& Brown, 2007).

7.3.1 Occupational identification

Most of the medical secretaries reported feeling p& a secretarial group. This
identification with the other secretaries was egpegl when they stated the way they
interact with each other and the feeling of collabon they have among themselves.
The sense of being part of a group of secretage®lated to the community of
practice they are part of, as R8 reports when agkslte feels part of a secretarial

group:
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“...with the older secretaries, the ones that hawnbieere a long time. Whereas
the younger ones because as | say we don't getrmliabout now we don't get
to meet people, you don't have a rapport with thgsks. So...on the odd
occasion that you do see one of the older seagstdim talking about the ones
that have been here ten years plus um...its fineh,yg@ah, you could phone
them and ask them anything and they’ll always lyelp(...).” R8

R8 states that she identifies better with the ohdedical secretaries in the office than
with the newcomers, as the contact they have vatih ether today differs from the

contact they used to have a few years ago.

The views of the legal secretaries in relationdelihg part of a secretarial group
varied among them. Some respondents said they ebtl gart of a group of
secretaries to the extent that they helped eadtr.ofither secretaries reported that

they were isolated and there was not such a feefiagcohesive group.

On the one hand there were positive feelings ofifgepart of a group. R18
exemplifies her view and her feeling of being pdra secretarial group:

“Do | feel part of it? Yes. | do. They're very nitadies and you just know that
you can go to them if you need to and vice vetsgy tan come to me. And we
just help each other, so it's nice. And actuallizew I'm not too busy, I'll go to
other departments, like (place) and (place) ands@ag ‘Do you need me to help
you?’ So we quite often do that.” R18

As R18 reports above, the sense of collaboratidghasmain factor that makes them
feel part of a group. On the other hand, negatealirigs were demonstrated in
relation to this issue. As R21 reports below, thsran identification on a broader
sense of being part of a group of secretariesyigin this is in respect to the team
they work for, it seems that this identification jeopardised by personality
differences (see R23 report below as well). Anofhaet is that for some secretaries
their perception of ‘just being a secretary’ doe$ imply to them being part of a
cohesive group if they do not have social integactinat builds up a relationship

among them:

“Do | feel part of it? In the firm that I'm in, peibly. In the team that I'm in,
possibly no. In the firm that I'm in, yes.” R21

“l don’t think so. I'm just a secretary! We certgindon’t have a band of

secretaries who will meet up, like, on a monthlgibaand have a lunch or
something. | think that's just you're secretarigthmm a division.”"R23
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“Yeah | do but...I think in our office there’s...this not really to do with the
work it's more kind of the personalities in the ioff, ...I think some
people...it's not that you don’t get on, because kol of...tolerate that's not
what | mean, we kind of get on you know, we gebenause we’ve got to work
together but there are people that kind of areequlijuey in the office and that
can impact on things.(...)But as | say | just takepgbe as | find them and that's
all I can do but | do feel part of a group mostlef time. There are moments of
kind of...oh yeah I'll just sit here, nobody has weti me!” R9

There is a sense among the legal secretariesathaentify with other secretaries is
more something that happens on a personal level #ma identification as an
occupational group. This identification as an oatigmal group, however, is
demonstrated in other aspects of their work andwtbik interaction they have as

discussed before.

7.3.2 Factors affecting self and occupational ident ity

Although the secretaries are not extensions of te¢ managers’ anymore, and
although organisational changes and changes inotbanisation of their work
resulted in a different relationship with theirdimanagers, the secretaries still keep
a high level of commitment and loyalty to the boRsis is especially evident among
the legal secretaries, as they were very cons@aaodscareful when speaking about

their line managers and the organisation they iark

Changing roles

As seen in chapters five and six, technologicalettggments changed secretarial
tasks and also facilitated more control over terk by management. In addition,
the secretaries are experiencing an imbalance les rasually and historically

undertaken by them and by their line managers.

Another example of how the secretaries’ self-idgrdind occupational identity has

been affected relates to the issue they raisedenwork and on the work of PAs.

When discussing the tasks and added tasks invaivdee work of legal secretaries,
an issue of the title of Personal Assistant (PA) Egal secretaries and their related
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tasks emerged in seven interviews out of the sdalple of nine respondents. It is
important here to note that in the sample of legadretaries, although the same
methods were used for the recruitment of legal etages, the sample presents
variation in job titles. Three respondents have tile of PA and the other six

respondents were all legal secretaries.

The difference between the tasks of a PA and tlestaf a legal secretary was not
clearly presented and it is difficult to measurelescribe. As discussed in Chapter 3,
it is difficult to describe the meaning of the wdsécretary’ and the same applies to
the title of PA. The latter might be usually undeosl as someone who works for
one line manager. The three respondents with theitlAwork in a team and their

work is not exclusive to one line manager. Wheredskhat her tasks were as a PA,

one respondent answered:

“...under the PA heading ...it is a case of being ss@aal assistant to the
partner | work for....I keep his diary, | make sunatthe has ...the documents
that he needs for whatever meetings he goes torrahge meetings for him;
...it's...basically a case of making sure he has tavbere he needs to be with
what he needs to be with” (R21)

The apparent lack of a clear distinction betweenttdsks of PAs and the tasks of
legal secretaries resulted in a discussion amomgesof the respondents. Some
respondents reported that secretaries classedsdslggal secretaries undertake the
same tasks as the ones classed as PAs. As an exatimgl following extract
exemplifies what some of the legal secretariesktrabout the work of PAs in

comparison to secretaries:

“I'm trying to think what the PAs do. | don’t knowBecause sometimes |
wonder why I'm not a PA! Why am | a legal secrefakye must do more or
less the same. | think they do a lot of person#f $br their bosses and things
like that...” R18

“Yes, just the difference of level, because | madMA can be servicing through
a high profile person in your company, like the CE@dereas a secretary would
probably just be servicing a junior partner or aaogiate or senior solicitor or
something like that. In my mind that’s what | thitilat would classify the level

of that.” R21

“Well in our firm | think we've only got legal seetaries and PAs and | think
that... It's a bit difficult really because | thinke legal secretaries do some PA
work and then | chat to some of the PAs and youWell I'm doing that
anyway’, so... (...)You know, like | say, | don't estly know what PAs do. |
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mean | know there’s probably different levels of 8Awell, you know.” R23

In many responses it was clear how difficult ifas the secretaries to know exactly
what a PA is and what the work involves. R23 shtves she is not sure what a PA
is and yet, she still tries to keep the title of B#sociated with her secretarial title.
This shows a need to keep the titles, however dauim terms of meaning, but it is

important to them in terms of status:

“And then | look after two, well three partners wwdty at the moment, so I'm
sort of their PA, but I'm not at PA level yet, justcretarial/PA level. So | take
their calls, | do their diary management, but | 'tdato everything for them,

which | always kind of think is a bit more PA."R23

The following quote also exemplifies how the seamies perceive the status imposed
by the PA title:

“...I think PA would be...| suppose it's a little bitare fancy than secretary,
but | suppose if you come down to it they wouldl stonsider you as a
secretary. That's my experience ..."R21

Another issue raised in regard to the differerdratof PA and legal secretaries is
about the lack of criteria used by the organisatmmlass someone as a PA. This
issue raised concerns among the legal secretariegation to what they need to do
to become a PA and, in some cases, why they argehat PA as the work they do is
the same as the work others with the PA title dw.R22, a person may not be made
a PA because she works on a part-time basis asdisually up to the line manager

to decide whether someone is made PA, as she seport

“(...) If I forced it (being made a PA) enough andmoaned about it
enough...Because... | know | say ‘moaned about it', bteel because I'm
part-time, although they would say that that's aotissue, because that would
be discrimination, because everybody should betatdeshe same, whether
you're part-time or full-time, but I think it's jughe need of that person, that
secretary being there with the person full-timehnimk it does make a difference.
My personal opinion.(...) So I've asked them, on rastlone, because while |
was developing my role, | should have really beeRAa by now, because
there’'s some people who have got it and some pdugple not, within the
company. So by now | should really have it, | wouhdnk. If it was a
developing role. And | think it's just because I'met pushed it enough. (...)
Because I'm doing more things now, | worry, I'veebeasking questions why,
am | going to start..? Because there’'s some peaggiteng made up to PAs and
some are not and | want to know...There’s not realltructure, a secretarial
structure. There is for solicitors, if you want be a solicitor, then a senior
solicitor, then an associate and then a partnénhiewe’s not a structure for the
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legal secretary, to push you up the ladder. Thareigr been a process set in
place. (...)They've not done it. There's not a...If yaanted to be like a
secretary and then a legal secretary and then #hBfe’s no x, y and z that this
is what you have to do to get there. (...)There'plam to say this is what you
have to do to get there. Whether, | think it's juiestognised with the person who
you work with, what they feel about you as a persbthey think that you're
doing enough to become a PA. | think...And that’'s whavant to find out,
what are they doing that I'm not doing? That | dddoe doing to get that...”
R22

One of the legal secretaries who holds a title AfgPesented some description of
tasks she undertakes which exceed tasks of a a@Bgranaking it easy to

differentiate, to some extent, what she does frohatwother secretaries do. She
basically describes that she does as a PA morevthanis in her contract. She does
the basic secretarial duties and eventually sheeldps projects and deals with

contracts and specialized software packages.

“(...) 1 don't think that our secretaries do the sathimgs as | do. (...) | think
for my own position I'm feeling confident becausm ldoing things that other
secretaries don’t and so | feel that I've got d@aitor myself.” R17

What is apparent in the secretaries’ perceptidhasthe issue of the PA is not only
about a relationship between title and tasks ualert by them, which is not clear in
most cases. On the contrary, it is more about t#geIs such a title brings to them

than it is to define tasks and differentiate work.

7.4 Gender

Due to the historical and the different perspectire gender issues in previous
studies in relation to secretarial work, the issnegender was raised in this study as
well. The interviewees were asked about the comstereotype of secretaries. Due
to the fact that most secretaries interviewed andtraf their colleagues are women,
they were asked if this has any effect on them. mbgrity of respondents, aware of
the stereotype given to secretaries and secretaded, said they haven't had any
experience in relation to that and that the faetrtiajority of secretaries are women
had no effect on them or their work. Some of trepoadents said they have heard of

or worked with a male secretary in the past.

210



The legal secretaries were also asked about gesalezs. They were asked whether
the fact that all the secretaries in the law fimmese women had any effect on them.
The majority said that the fact that women arentiagority in their occupation has no

effect on them or on the work they do. One respondsported a joke she heard in

the past and she said it does not affect her anyway

“But, yes, some people will just be like ‘Oh what ybu do?’, ‘I'm a secretary’,
‘Oh!", yes, that kind of ‘Want to beny secretary?’ kind of thing. Yes, I've had
experience of that. | just laugh it off! If you'veeen the movie ‘Secretary’,
that's where they all get it from | think so... I'®t bothered me, no. Because |
was aware of that perception of it before | staseuaking in that field, so it's
never bothered me.” R19

Although in the question on gender and sex-typisgués no major concerns
appeared among the legal, nor the medical seastati is argued here whether

gender issues are demonstrated on other aspehis study.

The interviews seemed to contrast with interviearsied out by other researchers in
the past, such as Pringle (1989), who interviewsdale secretaries and very often
came across gender issues and other facts inorelatisexuality. Both medical and
legal secretaries surprisingly showed few concénngelation to sexuality issues
although there was some evidence of gender as derlyimg issue in terms of
perceptions of a masculinised boss—secretary oakdtip. Perhaps there is now
greater separation between secretarial work andafiegx— although clearly gender
is still a significant influence on secretarial wogiven the predominance of women.
The picture today does not differ from what Prin¢l€89) found in her extensive
study of office relations as well as what Webst386) found in her case studies.
Men are still not in the picture and the occupatisrstill highly segregated, as
Pringle argued “men are rarely called secretafibsy are described as a personal or
research assistant, sometimes simply assistardmuder operator, or a trainee of
some kind. It was only with the dropping of the dabmale secretaries’ that it
became possible to locate men in these positiors.wauld frequently hear that
there had been a man in this company or departmieatdid secretarial work but
now had moved on” (Pringle, 1989:171). Many of thecretaries interviewed

mentioned the same thing as Pringle found in hex gears ago.
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7.5 Problems and pressures

The medical secretaries spoke about the problemspesssure they find in doing

their work. Table 7.4 below shows the list of peyhk and pressures as presented by
all respondents:

Problems/ Pressures

Attitudes of general public/patients

Workload

Covering other secretaries

Lack of support from management

Filing

Time constraints

Abusive patients

Conflicting procedures — consultants and line ngangent

Table 7.4: Problems/pressures for Medical Secretaries

Table 7.5 below lists the problems and pressuresldbal secretaries stated they
have at work:

Problems/ Pressures

Workload

Working in a big office

Urgent work that emerges at any time
No salary increase

Deadlines

Working for a large number of people

Table 7.5: Problems/pressures for the Legal Secretaries

The workload and the demand from patients are densil to be the main sources of
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problems they face at work. As R8 reports, patiantsalways so demanding that the

medical secretaries have to be careful and meagwatthey say or answer to them:

“How demanding, they want everything done there #meh, they are...their
illness is the worst in the world and it's...sometamiés very difficult to bite
your tongue and say you know there are hundred$iandreds of people much
worse than you but | suppose if you're ill at tlme it is your illness you're
concentrating on yourself, not on anybody else.”"R8

Political changes and possible cuts in the NHSatse considered a source of stress.
The information they get that the NHS is not replggeople who are retiring and the
possibility of moving people to another premisekesathem anxious about the future

of their work.

“I think the health service is juggling things abgou know, cutting jobs here, |
don’t think you can lose your job, we've been tolar job is safe, but | could
maybe be moved to the (location), or to (locatiam),.this is ridiculous that
they're telling you that it's part of this agenda £hange and you've got to do it
...they’re just more demanding you know, it's noteagoyable really, a lot of
pressure put on you, even ...when | worked in theaion) you know you could
go into work and you knew what you had, your voluofievork and you just
worked through that, you were allowed to get orhwtit...And it's just a bit soul
destroying because | think morale is really quibev.l And the stories you
know...throughout the health service, cutting staffR15

The problems and pressures found in the work oficaédecretaries refer mainly to
the internal factors in relation to the organisatiorhe control exercised by
management and the conflicting relationships amdwibrk effort involved in their

labour process as a result of those relationshigsexy high.

The legal secretaries spoke about the main problemas pressures of their work
relating more generally that workload is a majoctda. They also reported that
deadlines are also a big pressure for them. Haairtgal with last minute requests to

a very short deadline.

Another issue raised in relation to problems relate their work, was stated by R18
about the office environment. R18 states that difiicult to work in a big office as she
feels, as has been raised by other respondent iather sections, she is not noticed by

other people.

“Really just, | suppose you just keep your head ml@md get on with your
work and be polite to people, which | found it gqudifficult going from a
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small office to this great big office. | found thdifficult. Because it's such a
big place, people just walk past you and they demitle and they don’t say
hello, it's just... And you think they're being rudayt it's just the way it is in
a big office, | suppose.” R18

Another older respondent reported that for her ainine major problems she has at
work is to deal with the “youngsters”. She talksoatba tense relationship that
sometimes may happen when young people come to avatkry to teach her things

she has already mastered.

“Me personally, I find that sometimes if the youtegs — and by the youngsters,
I mean ones that have maybe just qualified andhave solicitors — and they
come in and they think they know everything andyttrg to tell you... ‘You
weren't even born when | started work! You comengland who do you think
you are, telling me to do this, that and the otlige done more of these than
you've had hot dinners’. And sometimes if you toyt¢ll them and say ‘Look,
that is not the way it's done, or that’s not theyvitaworks'...l did have one
who tried to say ‘Who is the solicitor here?’ anddid ‘Yes, you're the
solicitor, but only because you went to college gad sat the exams’, | said
‘Now I'll put a question to you — who's had the mexperience?’. ‘Mmm’. |
said ‘Yes, and in this job experience counts foaaiful lot’... And they also,
some of them, need teaching on how to be with gikeple.” R20

Her statement also shows some conflict in term&mafwledge, as she does not
consider the authority her “professional” line mgeamight have in relation to her
position of a secretary. On the contrary, she dams the line managers’ status of a

trained worker and suggests she sometimes might kmare than him/her.

While the medical secretaries find management hadvay they are managed one of
the main sources of problems and pressures at wwekiegal secretaries find that
their problems and pressures are more relateceipwtorkload than relationships or

management control on them.

7.6 Prospects of change of occupation

At the end of the interviews, respondents were égskthey had a chance to choose
their occupation again, would they choose secedtarork again. Answers varied
and in some cases they conflicted with a previoescgption presented by
respondents, as in the case of a medical secrefaoysaid she would not choose

another job but she also thinks that she did nobsk to be a secretary, she was
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forced to be a secretary. R2 says that she enjeyg) la secretary, especially where

she works now, and demonstrates that it is adibefgr her:

“| particularly like this line of work and | do finid quite rewarding, I've done a
few jobs now in the NHS but | think ...within this cter not only is it
satisfying, it's very interesting, ...and | had ne&adof the depth and level of
mental illness within society in general....it's veepnlightening ...but no |
enjoy it and | suppose because I'm getting neaetiteof my life, my working
life, that ...it's been a good place to be and nauldn’t change it. It's suited
how my life turned out.” R2

For R3 it is a satisfying job: “Well as | say I'd®ne a lot of different types of work

and personally I think this is probably the mogisé@ng work that I've been in.”

Other medical secretaries demonstrate a differeev.vThey say they would
certainly choose another occupation and would hstuelied harder in order to
pursue another career. R6 says that she wishdsash& chance to know about other
career options and that nobody gave her properagu& in choosing what she was
best at. R6 says “I feel like I'm just here by ddfaand not as a choice.

“That’s a difficult question. | think um...if | wasopnger now | would want to
go to university because | didn't | just went tdlege um...and then obviously
| probably wouldn’t be a secretary. | would prolyabhve gone for something a
bit higher up than a secretary probably. Um...butdign’t go to university...”
R4

When asked if they had a chance to go back andsehib@ir occupation, again they

would they choose the same work, the answers varrezhg all respondents.

A higher number of respondents said that they wahlange their occupation and
they would not make the same choice of occupatgaina One respondent said that
she would have certainly chosen another occupasoshe did not choose to be a
secretary. This issue has been discussed in tlipt@hwhen respondents talked
about their choice of occupation. “Because | neeally wanted to be a secretary. It
just kind of fell that way because | did typingsahool and the first job | got was a
typist and then secretary and just moved on widh. tif R23
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However, respondents said they would have choseth@noccupation but some of
them agreed that now it is too late for a change thrs shows their prospects of

staying in the occupation for a long time is outbbice, but due to circumstances.

“Because I'd want to try something different! Anelesif I, | don’t know... I'm
quite happy but | wouldn’t say | was completelyfifldd. | think you always
want to know more and try something different.ihkhit would be good if you
had the opportunity to do that. But | think witlkettvay things are, you just kind
of, it's a way to live, you know, so you do whatwknow, what you're good at.
And you’ve not got the time to change.”"R22

A smaller number of the sample said that they wadt change occupations and
that they think they are in the right work for theis R17 says:

“l think that this is exactly up my street. It's\hag little things to do,
little tasks, and it's having control over thoséngs. Sorry remind me
again? Yes. Just thinking about... Yes, | think dflige is definitely for
me. Because you think that you know everything bw nafter seven
years, but in 2013 for instance, | will look backdathink ‘I didn’t
actually know that much’. So you keep growing. Eheiill always be
different things coming your way. And | quite likenowing lots of
things. People will come to you to ask for thingsl dhen if you don't
know it then it's something new that you will learAnd | quite like
working with a computer, so | think this is exacttyr me. | like the
English language as well, I think it's a lot eastean the Dutch language.
Yes!” R17

In the case of some of the older secretaries iepd, there was a sense of a
willingness to do something different, but givee ttontext in which they lived years

ago when they left school, the option was not awdd!.

“I don’t know. I've often thought | would have likgo have worked with
animals. Because | love animals. But as you gegérplgou begin to
realise that it's not just working with nice flufffurry animals, you have
to work with a lot of others, like snake and spg&dend, you know, things
like that, which can turn the stomach. And otheress | think what would
it have been like if I'd just gone into shop woBut | think in the end,
choosing secretarial work was right for me.” R20
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7.7 Chapter summary

Data have shown that from the career history ofsé@etaries interviewed that did
not choose to be a secretary, most respondentsedritee secretarial occupation due

to the context in which they lived and the laclopfions they had at that time.

Another common factor among the secretaries irdared is that ten respondents
reported that their mother (of eight respondents)aoclose relative (of two
respondents) were or are secretaries. This famdiof was found to have influenced

the secretary to choose her occupation.

The issue of being a secretary or a PA is stilbéomore developed. Sometimes it
was not possible to determine whether the interegewas a PA or a secretary, as in
many cases they introduced themselves to the wsmawith both titles. Most of the
legal secretaries interviewed demonstrated thatgbai PA gives them more status
than being a legal secretary. Considering thatidea of a PA is of a person who
works for one line manager, that is not alwaysdase with some of the interviewees
who are PAs. Paradoxically, it seems that the BAesmplies a continuation of the
idea of a personal service to private individuasjing more emphasis to the
relationship between the line manager and the segreather than the work content.
In big organisations, such as legal firms, the gaatd the needs of the whole

organisation may conflict with this idea.

Another paradoxical issue in relation to the sasiof a PA is that, in essence, the
work of a private secretary refers to the amourdasftrol she is able to exert on her
line manager's communication, such as mail, entalephone calls, visitors and
other information. However, in the context of todagrganisations, when big legal
companies are more and more using large open fl@es)y that close relationship
and the control factor is not possible. In her gsial Vinnicombe (1980) argued that
“the basis of the private secretary’s influences lie the nature of her gatekeeper
position: sitting at the junction of all the lineamager's communications — visitors,
telephone calls, and mail, and having control dkem. The physical location of the
private’s secretary’s officeis-a-vis her boss serves to emphasise her gatekeeper
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position (...)” (1980:74). With the majority of tlsecretaries interviewed, their office
and desk location were among other people, se@gst@nd even the line manager.

The secretaries interviewed indicated that theee faw prospects of change or
promotion in their occupation. This is one of theasons why the secretaries
interviewed were not very optimistic about promatgrospects, as Truss (1993) also
found in her studies. They indicated that the oigatons should have a clear job
description in relation to the position of PA amgtietary, as well as the requirements
for each position. At present these differencesateclear. As a result in some cases
management chooses a PA by no pre-establishediarded this causes strain
among the workers. R21 exemplifies the secretangw on the position of PA and
the status attached to it when she says: “Yes, welink being called a ‘Personal
Assistant’ is much better than being called a ‘segy’ and a ‘secretary’ is much

better than being called a ‘typist’. Yes, theresfinitely that stigma, if you like”.

Data also showed that the perception of being arfa# also be linked to the status
of the line manager as for some (eg, R21) PA’s smwice a high profile person

whereas a secretary could service a junior partner.

This perception about the position of PA presenaasense of identification with
the occupation as the secretaries try to avoichgatyiey are secretaries and are very
proud of being called PA

What is being described in many of the secretadesbunts, either by the medical or
the legal secretaries, is a relatively complex difery. Some of the secretaries share
and interpret their experiences, from school toays work, in a way that it is
possible to differentiate whibecamea secretary and who wantealbea secretary.
This condition in the cases studied may relateetyoso the issue of identity. If
occupational identity is something that takes tiimethe worker to feel part of a
group (Strangleman, 2012), the stories narratedaidhow any close attachment to
their occupation. On the contrary, some of theetades highlighted that, although
they became a secretary by chance, they do nop#etelof a secretarial group and

would change occupation if possible.

Both legal and medical secretaries reported siiidarin their lived experience,
from when they left school to their present jobnteoof the events they have lived
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which are common to many of the secretaries int@red are also related to the fact
that they are women. In most cases when the seeetaported having to stop work
to move, this was in relation to moving due to tHaisband’s work relocation or
because they had kids and needed to stop working.fdct of being a feminised
occupation makes secretarial work still susceptiolesuch events through their
working life. It is not easy to separate gendewessto the analysis and understanding
of such gender segregated occupations.

Given the data presented, this study also argwdsé#tretarial work for the majority
of respondents was not a choice. This was an otiouphey ended up pursuing due

to contextual factors and family influences thed adnen leaving school.

The picture of secretarial work today given by edspondents represents an
occupation with a varied range of tasks, a wideyeaof skills and a complexity of
work related to feeling and life experiences. Hogrevhe final answers given by
respondents demonstrate that they would change abeupation if they could, or
they would have chosen another occupation if they been given the chance to
choose. Some secretaries demonstrated that thaynkbemore interested in their job
as time went by, whereas for others, their worlsesetaries was just a matter of
lack of options and now they do not see a chan@mofher occupation. For most of
the secretaries interviewed their career as atsegns for life.

This question brought up an issue in this studye Tuestion asked by the
interviewer was whether the secretary would chahge occupation if she had
another opportunity to choose again. However, given it was found that most of
them did not choose to be a secretary, the worddsé’ used at the beginning of

this study was then substituted with “enter”.

The medical secretaries, for all their labour sgtag, either in relation to the public
management they are involved in the problems agedspres associated with it, are
the group of secretaries that reported most satisfawith their occupation. With
the legal secretaries the picture is different. THgal secretaries, on the other hand,

appeared to be more inclined to change occupdtpossible.

The themes emerging from this chapter build upodetstanding occupations by
looking at their work content (chapter five) an@ithwork context (chapter six). All
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three elements are important to understand a pkatioccupation. The next chapter
will present the conclusions about this study, @néag the contribution of this
research, by assessing the merits of the concegppabach proposed as well as the

outcomes of the empirical material and suggesttimes for future research.

220



CHAPTER 8: CONCLUSION

8.1 Introduction

This thesis so far has revisited the studies olpations. It firstly presented the
significance of occupations for society, organmadi and individuals, and the wealth
of contemporary studies of specific occupations aedupational groupings, as
explored in chapter 2, where it also presented BBA useful theoretical framework
for the analysis of occupations, as LPA has mad&gaificant and distinctive

contribution to the understanding of occupatiorecd®dly, in chapter 3, it presented
the body of research on secretarial work, whidhésempirical focus of this study. A
holistic approach was presented as a way of uratdetistg occupations by analysing
the content, the context in which work is undertak@nd the workers’ lived

experience. Chapter 4 exposed the methodology edofur the investigation.

Chapters 5, 6 and 7 presented the findings of tte@ysis of medical and legal

secretarial work. The work of medical and legalretries was presented and
explored by an integrative analysis of their worntent, context and lived

experience as posed by the research questions ithésis.

This chapter firstly revisits the research objessivf this study. Secondly, informed
by the analysis provided in chapters 5, 6, and &sesses the research contribution
in relation to the empirical data as presentedcdiyniit assesses the contribution and
usefulness of the conceptual framework as well has limitations of the study.
Finally, this chapter ends by proposing areas titureé research. A summary of the

themes and sub-themes considered is provided irBBox
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Reuvisiting the research objectives
Research contribution
e The empirical data
Contemporary medical and secretarial work

Implications of findings
The impact of changes
Standard classifications
Identity
e The conceptual framework
A conceptual framework for analysing occupations
Labour Process Analysis as a theoretical engine
The holistic approach
Occupations as “real social things”
Usefulness of framework
Challenge

Study limitations

Future research

Box 8.1: Conclusion— summary of themes and sub-themes

8.2 Revisiting the research objectives

The objectives of this thesis were presented imptenal and followed from the
conceptual focus of this work — the study of octigres and the need to further

understand them.

The first objective of this thesis was to proposeneav approach to analysing
occupations in terms of three dimensions: the ednthe context in which the tasks
are undertaken, and the meaning ascribed to thepation by the individual, the
lived experience. This thesis provided a conceptwamework for analysing

occupations that gives importance to a range afofacsurrounding the work of
people and how people understand their occupationeelation to their lived

experience. The applied holistic approach estaddighat, for people, the differences
in the way they experience and identify with theacupation may mean the way
they understand their occupation and the way théyktother people understand

them. Considering the three elements as studidte -€antent, the context and the
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lived experience of the worker — it is possible Have a clearer picture of an
occupation and the members involved in it. Studyogupations through the lenses
of Labour Process Analysis was valuable as LPA igessa rich mechanism of
looking at people’s work which, allied with the gedtivity of people’s life, can

provide a good way of understanding the natureeobfe’s work as well as specific

factors of each member of a social group.

The second objective was to apply the approach lolesd, its relevance and
usefulness in relation to the analysis of the copigrary experience of the
secretarial occupation. Having proposed a bettgr afainderstanding occupations,
this study provided an analysis of secretarial woalsed on the holistic approach
proposed and studied the content, the context lamdited experience of medical
and legal secretaries in Scotland. The approactntakas relevant to the study of
secretaries as many of the existing studies sddae presented a more topical
analysis of secretarial work, analysing more frediyessues on gender, technology
or other specific aspects of secretarial work @si@d in chapter 3. This approach
was useful, because it provided a wider picturthefwork of secretaries considering
not only details and experiences about what theydbalso details and experiences
about the context in which they work as well asrtheed experience in relation to
their occupation. Each element was interconnectetltbey sometimes overlapped
proving the importance of looking at each of therthaut disconnecting them from

each other.

The third objective was to contribute to the stafiypccupations and to the study of
secretarial work with new empirical data. The stedplored and assessed the work
of legal and medical secretaries with the holistpproach and provided a new
insight into how to better understand an occupatidhe findings provided a
contemporary picture of secretarial work, for batkdical and legal secretaries. In
both cases it was possible to provide a rich deson of the content of the work of
the secretaries, their tasks, skills, knowledgeskasd other content-related issues.
The second element of the framework proposed, dméegt, was also analysed in
relation to where the work content is exercised| famally, the lived experiences of
the secretaries were explored in order to undedtdfag occupation from the view of

the occupation holder.
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The next section will present how this thesis redcits objectives and presents the
contribution of the thesis in relation to the engal data and the conceptual

framework.

8.3 Research contribution

This thesis makes a unique conceptual contributdinowledge and to the study of
occupations. It presents qualitative insights itlte work of one occupation by
analysing it through different dimensions and shmgvhow those dimensions are
connected and when analysed together how they digdt@r understanding of
occupations or one specific occupation. The haligpproach presented here, aided

by LPA, combines objective and subjective accoohtsccupational work.

In addition, this thesis makes a significant enggairicontribution by presenting
insights into the work of the secretarial occupati®Vhere previous studies on
secretarial work focused on separate aspects infwbek, this study focuses on what
they actually do by giving voice to them, the seamies themselves. This study is
therefore unique in considering secretarial workaasoccupation far from what is
formally described. It presents the richness ingdlin secretarial work as well as its

contested nature.

The contributions of this ethnographic informed kvare important and unique. It
has provided deep insights into the world of octiopa, in this case of secretarial
work. Moreover, it has anchored frameworks and rikeahat have had impact on
both researchers of the sociology of work and oatiaps, secretarial work and on
secretaries alike. The experiences of ethnographierview are particularly

important in legitimating what is said in relati@a one’s occupation and one’s
identification to the occupational role. Ethnograpban also be invaluable in
sharpening understandings, shaping research gugstand developing current
theories and frameworks.

It is hoped that this study may contribute to ddyainderstanding by employers and
by the workers themselves of the importance ofwalig research to be undertaken
in organisations. Such research can help orgaomsato understand workers and to
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better manage them, once they are able, from thétseof such study, to understand
the worker and the way the worker relates to tbegupation and to the work they
do. Workers themselves, especially secretariesjldhoe able to understand that
allowing and contributing to research about thigildf of work will not only enhance
their work conditions and people’s understandingtheir work, but could also put
an end to the perceived lack of value usually esgge by some organisations.

This section is organised as follows. Part 8.3sksses the empirical contribution. It
concentrates on a discussion of the key findingelation to the secretaries’ work
considering the main contrasts between medical @ad legal secretaries. In

particular, this section explores aspects of LPlateel to contemporary secretarial
work. It is here that the importance in analysirgupations considering the three
connected elements — the content, the contextrentivied experience - as proposed
becomes apparent.

Part 8.3.2 seeks to assess the conceptual framewmmdk its significance for

understanding occupations.

225



8.3.1 The empirical data

The study’s main aim was to contribute to the stafigccupational work through a
holistic analysis of an occupation and to providapgical insight into the
occupational structure and experience of secrétaoek through the analysis of the
work of medical and legal secretaries. It is impottat this point to revisit the
research questions raised as presented in chapter 4

1 What is the content of secretarial work? What axy thctually do?

2 What are the contextual factors surrounding theirk®
3 What is the experience lived by the workers?

These questions were answered in detail in relatothe empirical findings as
presented in chapters 5, 6 and 7 while also addreske three elements of the
conceptual framework proposed.

Previous research in secretarial work, as showahapter 3, have analysed different
aspects of secretarial work. Studies are mainlyged on either gender issues or the
skill base for secretarial work. However, reseairttthis field shows a lack of
attention to what secretaries actually do now. i&rgjth of this research lies in the
ability to contrast and to compare medical andetadal work from the perspective
of the workers who, in both cases, firstly, hav@asienced changes in relation to
their work, and secondly, support knowledge workérse implications of the

findings will be discussed as follows.

Contemporary medical and legal secretarial work

» Tasks and skills
The data demonstrate that medical secretaries rperBome of the traditional
secretaries’ task and much more than what is auedain their job description and
more than what they are actually able to desctsefor the legal secretaries, the
majority of the content of their work involves tygj, particularly true of the legal
secretaries who do not have the title of PA. Tlgallesecretaries indicated that,

although they develop other tasks depending ordépartment they work for, most
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of their time and priority is given to typing anhig activity accounts for a great
number of hours in their working day, accordingtheir description of their daily
routine.

The medical secretaries perform a wide range &bttt require them to use a wide
range of skills as well. Their skills and ranggasks are not usually understood and
rewarded by those near them and they feel they havecognition for their work.
The findings on medical and legal secretaries eoitt Thurloway’s (2004)
research. This is because her research presekit sk order of 22 of the most
important skills to possess considered by the samgher study. The top two ranked
skills were organisation and communication, whiclhis study were not considered
as the main ones required for the job. Both orgdims and communication skills
are not secretarial-specific skills and are skéiguired for other types of occupations

as well.

* Role of technology
The role of technology was firstly assessed inti@iato the content of secretarial
work to the extent that it affects their tasks &oev management control their work.
Findings showed that the medical secretaries @tdrganisational software (OASIS)
for most of their tasks, however, they have no iripuelation to the system itself
and how it works. They merely manage the data e fisstem and management
controls their work by interfering and dictating attthey so.

The role of technology presents a somewhat diffessrenario with the legal
secretaries. Although they spend a lot of timertggdetters and although they utilise
a digitalised system to do this work, it looks litke secretaries are not applying their
abilities to the full. This is particularly true euo time constraints and the pressure
on having the letters done for their line manaddrs shows that they might be
being under-utilised by management as they spdatia time typing, which could
be something done by typists and no higher skitlsraquired for such a job. On the
other hand, a number of secretaries referred tdayfieag element of their job as a

pleasurable activity.

Secondly, the role of technology was assessedatiae to the secretaries’ context

and lived experience. In those areas, again ovarigpwith the content area,
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technology is about changing roles. Technology @hbudestabilisation to the
secretarial identity as both groups of secretagpsrted that in some cases, their line
manager now performs work and does things on thepater that was in the past
given to secretaries only. This picture shows hoseretaries today are not

“extensions” (Pringle, 1989) of their bosses anyeno

e Training

Over the years working as legal secretaries, soirteeorespondents reported that
they gather a good amount of experience and thiganisation does not encourage
them to develop other work activities or even gofoufurther occupational specific

training. The provision of training seems to belaetgd in the organisations, as data

shows.

In general, most legal secretaries said they goe tkesy in their jobs and when they
are free, they tend to offer help to other secresawho need it. Both medical and
legal secretaries showed to have a good sensamimerk as they tend to help one

another in order to control the workload.

« Changes

The findings showed that secretaries are part obamupational group that easily
adapts to change. In the context of medical sewestahey are used to working with
the consequences of frequent changes in the NHStheydhave to adapt to the
changes. This adaptability was found to be veryaegqt in the context of public

service.

With the legal secretaries, it was possible to ss$®w changes play an important
part in their work and how context-related issuescdosely related to the content of
their work. Within the findings, it was found thatganisational and economic
changes have affected their work in different wdystly, changes in the economic
area have affected the workload and the intendityr@ work of some of the legal

secretaries. This was happening because at thethignesearch was carried out the

legal firms in the UK were suffering from the creediisis that started in 2008, which
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led many organisations in the UK to adopt contimyemeasures. According to the
secretaries, they noticed how the crisis was b#hgn the company as sometimes
they have no job to do and they could perceiveaedese in the number of clients,

leaving them not fully occupied all the time.

Secondly, changes in the organisational area #lsoted their work. In some of the
legal firms in this study, there had been mergethelast few years and a lot of
employees, especially secretaries, had been matiendent. This caused some
apprehensiveness from secretaries as they werengeplessured by possible

redundancies in their organisations.

Some of the legal secretaries interviewed were-quatified for the job they were
doing, which in most of the cases required seas=do spend a lot of their working

time on typing with no need to employ high levellsk

e Invisibility
Both legal and medical secretaries had a sensevisihility in relation to their work
recognition. This feeling accounted for their p@teen that their work was not
recognised nor understood by people. It is importannote that the secretaries
reported this sense of invisibility by exemplifyirgkills and tasks they perform
which are not recognised. Those are tacit skilld tasks considered intrinsic to
female workers and they are the ones usually ezgdmiit not described or defined,

as seen in their job description.

Implications of findings

The implications of the findings can be exploredetation to secretarial work and
the study of occupations in general. The secrefadiescriptions and perceptions of
their occupation presented in chapters 5, 6 andavk tbeen gathered from the
perspective of the individual occupation holder anel framed very differently from
discussions within the literature. Findings illas& more nuanced understandings of

the work undertaken by the secretaries based upmeompal experiences and
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reflections. Findings also offer new insights amdierstandings, indicating potential

areas for further research and consideration.

This research presents a picture of contemporark wiosecretaries in two different
sectors. This contribution differs from previousidies that focused on technical
and/or contextual aspects of their work, withoutsidering the subjectivities of the

occupational worker’s life.

Whilst the analysis of the empirical findings releghthat the work of secretaries
today still maintains some traditional secretataks, together with longstanding
gender issues and similarities in their careeohysit also showed how the work of
secretaries is undermined and disregarded by peG@pggnisations, superiors and
work colleagues are in most cases unaware of vghatvolved in the work of a

secretary. The data showed that much secretarid teday remains invisible and
this invisibility, perceived by the secretariesrefation to the amount of work and
extra work they do, is also apparent with the latkpromotional opportunities as
well as the apparent continuity of a gendered oattop. Many aspects of the work
content and context of secretarial work refershi® temaining notion of a gender
segregated occupation and their lived experiemoey fvhen they left school and had
to choose an occupation to start a career to tpergnces they live now at work.
This is also one example of how content analyseether with the context may

yield more understanding of an occupation.

The rich data gathered presented a picture of twaups of secretaries with
similarities and differences. The secretaries wmsved presented similarities in
work content, however, not as a general rule. Whdeh groups have very similar
histories of how they entered the occupation, sofrthem presented differences in
relation to how they perceive the occupation arel work they do. The medical
secretaries presented a nurturing sense, whichs giveir identification with the
occupation a social dimension. This issue wouldhaxe been captured in a study
that did not listen to the occupation holder. Italso one aspect of their lived
experience that may affect the way they performwatk and their levels of

satisfaction.
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The impact of changes

Data also show how much both groups of secretagigserienced (and still
experience) organisational and other types of obarithange, as discussed in
previous chapters as well as in the previous seatidhis chapter, is one subject that

has implications for their work.

Firstly, the findings suggest that the work of s¢aries is shaped by changes in

different areas, such political, organisation, eguoit, social and technical.

Secondly, the way they face changes is instrumewotaheir experience in the
occupation. That is, the way secretaries reacthemges in some areas will also
shape their experience. For example, the medicaftesgies are facing the
forthcoming digitalisation of their dictation angiptng system. Reactions to this
change show resistance from some of the medicaétseies while others see the
changes in a more challenging way. These changesdsyl affect their work as their
present experience at work has a level of appréfemess together with resistance
due to the threat of deskilling.

Thirdly, while much of the existing literature oecsetarial work focuses on changes
in relation to technology and its effects on thekvof secretaries, from its findings
this study argues that the role of technology inegosven more changes over the
nature of secretarial work. The type of IT the stamies have available may provide
them with powerful ways of managing the informatibey have, not only with the
input of information on the different systems thvegrk with, but also widening the
possibilities of managing and analysing the dag&y thave with the ever increasing
workload that they report. The secretaries theneseldo not seem to realise this
aspect of the role of technology in their work andst of the changes they report
from the technological aspect are more of a negativ pessimistic perception,
although being at the centre of the informatiowflihey may not be aware of the
extension of their skills in dealing with informaiti in the organisation. Contrary to
their sense of invisibility, as they report, thisaynbe about an invisible self-

recognition, that is, they cannot recognise or @& the extent of their own work.
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Finally, the changes secretaries face brought @saigthe nature of their work to

the extent that they now perform an extensiveolisasks and skills.

Standard classifications

The empirical findings raise some questions inti@hato the value of the SOC in
aiding an understanding of an occupation or singlgescription of some kind of
work. The findings draw attention to the limitatiohthe SOC in relation to the three
elements explored in this study. The findings ssgglat formal classification
systems do not present a real picture of the weckesaries do and disregard aspects
of work that shape their occupation. Firstly, itseen in the SOC that under the
category of secretary, many types of secretariesirarolved with many different
types of work content, context and have differévgd experiences. This is not the
case for secretarial work only. Within other ocdigues, any variation found in their
title in the description in the SOC still fail imrgsenting objectives and subjective
aspects of their work that shape their occupatgatondly, the SOC presents a lack
of information on skills changes (Anderson, 2009)d acontent, as well as
information on skills they perform that are not mveamed and recognised. As data
on legal and medical secretaries show, their lieggerience revealed different
pictures of the contemporary work they do, at tinbesng recognised by their
superiors, at times being neglected by them. Trirairfgs show that if it is considered
that secretarial work is an occupation that inveleertain skills deployed in their
various types of jobs and that their work is crliéma the organisation, they are an
occupational group that has to be considered aspkoted more than just a category
under a set and concise list of tasks. In assesgorgtaries’ place in a categorisation
system, it is fair to say that the conceptual franmid& proposed and applied
contributed to a further understanding of this @ation. Therefore, this study argues
that the SOC and other classifications may fadapture the richness of occupations.
Consequently, what is known about occupations nstéid, outdated and lacks a

comprehensive picture of the occupations.
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Identity

On the relationship between the occupation andtiigerthe holistic approach
demonstrated that secretarial work is a very dis@md complex occupational group.
That is because this relationship comes from thgerence of work as well as the
occupational culture (Leidner, 2006), and in theecaf the secretaries there is a
formal, although ever changing, set of tasks amul@dge although there seems to
be a lack of collective identification. The secris interviewed demonstrated their
struggle with work interaction and this pictureeaffs their personal and occupational

identity.

On the other hand, findings about this occupatiemeal a somewhat peculiar
relationship between the secretary and the line agwn This relationship is
complex, as it presents different aspects that lapethe three dimensions as
analysed. Firstly, although today there is a chaoijeoles due to the effects of
technology and the secretaries see their line neaguerforming some of the jobs
they usually regard as secretaries’ jobs, like ngpa letter for example, the
secretaries and the line managers still maintaimtendependency between them as
the line management is still dependent on secettanrk and knowledge. Secondly,
this interdependency may account for the fact thatsecretaries studied work for
knowledge workers, who are highly impacted by clesn@IicKinlay, 2005) and who
keep a degree of reciprocal interdependency of wottk tasks among other people

in the organisation (Benson & Brown, 2007).

8.3.2 The conceptual framework

After considering major issues and literature ilatien to the study of occupations,
chapter 2 concluded by proposing a holistic apgraacstudying occupations, an
approach that, while it affirms the centrality adbj content to understanding
occupations, acknowledges that one can only maksesaf job content by analysing
it in its organisational and individual context,uth combining objective and

subjective factors as a means of understandingoaticuns.

233



A conceptual framework for analysing occupations

Several sources were used to derive the elemeasats ctbhmprise the proposed
conceptual framework for analysing occupations. Thaceptual framework was,
firstly, based on the recognition of the significarof occupations to society (Krause,
1971), individuals and organisations and as reptagge“... a meaningful focus in
the lives of many people” (Lee et al., 2000:79%®c&dly, it was also recognised in
this study that there is a voluminous and longdita;n academic literature on
occupations that span economics, psychology, smpyahnd organisation studies and
there is also a wealth of contemporary studies péciic occupations and
occupational groupings such as professional workiersexample, Watson, 2002;
Muzio, 2010) care workers (for example, England)20Findlay et al., 2009);
technical workers (for example, Barley and KundaQ2 Barley, 2005) and retalil
workers (for example, Grugulis and Bozkurt, 20M/ile generating much insight,
many of these studies are driven by an interespetific occupations rather than in

occupational worlper se

Labour Process Analysis as a theoretical engine

LPA was a useful theoretical engine to look at @etions holistically, as the
elements of this theory were those that mappecatiatysis of the occupation and
provided insights into the interconnection of thkengents of the conceptual
framework. LPA also facilitated an understandindhoiv those elements are related
and how, if put together, they aid an understandihghe labour process of an
occupation, thus providing and allowing the occigmto be understood according

to its organisational context and workers’ struggle

Using LPA as a theoretical engine to look at octiopa holistically allowed a
significant and distinctive contribution to our wmgtanding of occupations to be
made here. LPA gave grounds for a particular lod& work in relation to the nature
and content of occupational work itself, the skilled knowledge required to engage
in a particular occupation, the degree of contrm autonomy afforded to — or won

by — occupational workers, and the forces influegcoccupational work and
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workers. LPA was a useful framework to map thisdgtas it responds to “new
empirical conditions and for incremental conceptuahovation” (Thompson,
2009:106). The empirical data presented in thislystderived from the proposed
conceptual framework, contributed to LPA in undamging an occupation
holistically, especially with regard to the indiva experiences of work as reported

by respondents.

The holistic approach

The holistic view of an occupation (as argued imapter 2 holistic here means a
consideration of an occupation as more than aaalle of tasks and not separable
from the individual who occupies it) and the comtexwhich the role is undertaken
allowed an exploration of an occupation withoubpselection and limitations to the

dimensions to be analysed.

The holistic approached also allowed the studynrLPA informed perspective, to
gain a deeper insight into the work of secretar@®ritizing the voice of the
occupation holder. The results of the holistic apph allowed an understanding of
an occupation not only focused on its content, that content of work as it is

embedded in the organisational context in the eapee lived by the worker.

Occupations as “real social things”

The conceptual framework was an approach that deresd occupations more than just a
set of categories and was built on Abbott’'s framdwof occupations as “real social
things”, however, it extended Abbott’'s frameworkttee analysis of non-professional
occupations. This research proposes a framework eki@nds Abbott’'s “full social
entities” concept; it looked at and beyond the ustiemes of analysis and
categorizations of occupations and added to theermstmhding of the secretarial
occupation as well as to the understanding of catops. The findings showed that the
three dimensions, the content, the context andivied experience are interconnected

and together they can present a way forward to rsteled an occupation and its
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complexities and this understanding can also benebed to occupations without the title
of ‘professional’. It can be used and applied tyg aocupation when a deeper and richer
understanding of the occupations is to be gained.

Usefulness of the framework

The use of the conceptual approach proposed in ghisly was considered
appropriate for this study, firstly, because it legtablished important elements for
analysis that have produced a good picture of tbekvef the occupation under
analysis; secondly, applied with the ethnographiormed methods, that is, the
preliminary observation and the interviews combingth the job descriptions, it
yielded rich data which have contributed to theegmative analysis of the holistic

approach; thirdly, it contributed with insightsarthe work of secretaries.

Challenges

Challenges came in the application of the concépftemework to analyse
secretaries, firstly, as they comprise a non-udi§eoup of workers. It was perceived
that applying the framework to study a group of kews which are not unified, not
closely connected and with a low degree of occopatiinteraction may pose some
challenges to a researcher. Secondly, as the ibaligproach had various elements
for analysis, some secretaries demonstrated commérto reveal any secrets and in
many cases, especially in the case of the legadtseies, they clearly want to protect
themselves and their line manager or show himimeéhe best possible light. They
were sometimes reluctant to take the researcher timir confidence and were
always concerned to keep their anonymity. In soases these issues did not enable
the secretaries to speak about what they do withkefreedom and exploring the
different facets of their work and their work exjparce. As with any research, some
of the secretaries could have viewed the reseaehthreat. Authenticity proved to
be an important issue to consider in analysing ¢gn@ip, because for secretaries

secrecy is a major part of their work as well agalty they have for their line
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managers and the organisation. However, this wasmgeneral rule. Some of the
secretaries were very confident in participatingha interview. It was possible to

note that these were secretaries who had a higleele autonomy and control over
the work they do, especially in the public arenag @ghey demonstrated enough
recognition and confidence to be able to spealoughemselves and talk about their
work. Those secretaries were the ones with longerer tenure and proved to have
negotiated and acquired their space at work. Isetheases, the attitude to the
researcher was different, not as a threat but m&eoe who could bring help to their
occupation. These secretaries had a different approthey had something to

contribute and something to say that could helph@ange the picture of their work

and consequently of their occupation.

8.4 Study limitations

The aim of this study was to present a holistiewt# occupational work. It analysed
the actual work of secretaries, covering their wadntent, context and lived
experience. In conducting such analysis, this sterdpraced the challenging process
of conducting an ethnographic informed study to plymwith the aims and
objectives raised. Although participant observatiwas sought to be part of the
methods used, the researcher did not have acceebstrve the participants as
desired. It is believed that this study would hdwenefited from a period of
observation in order to add more information onghgicipants’ work as they do it.

In the interviews, respondents presented a dedrehffeculty in describing their
daily routine. These issues should be overcomeitimd research, as suggested by
Gobo (2008), by phenomenological interviewing taghas, such as using questions
like “What time did you get up in the morning?, Wheas the first thing you did?
Has anything unexpected happened today? Have yen @aything?” (2008:192)
applied to the context of the research being uallert. This issue can also be better
explored in future research by using observatiomragncillary method to aid the
ethnographer to better understand the data oritofgether understanding. This is
simply because, as verified in this research, ios&ving a worker, it is easier for a
researcher to capture what and how a worker daestink, as most work practices
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are so contextualised that people are not abletimukate how they do what they do,
if they are not in the real state of doing whattde” (Barley & Kunda, 2001:205).

Comparing to other work, such as Barley and Kunqa%96, 2001), this study
presents limitations in relation to the time sp@ntonducting the research. Due to
the timeframe of this study, it was not possibledoduct an ethnographic study in
the same scale as the one done by Barley (1996 amtdre finer detail about the
work of secretaries. In addition, this study wasdiected by a lone researcher within
the constraints of a doctoral programme. It woulaveh benefitted from the
participation of a larger research team, such aisgresent in Barley’s (1996) study.
However, when compared with other studies on sagattwork exposed in chapter
3, this research presents an approach that differgarious aspects. Firstly, it
explores and extends the previous studies of ismlated to secretarial work, such
as skills (Thurloway, 2004) and technology. Secpndllooks at secretarial work
with attention to secretaries’ subjective expereeraf work as a way of better
understanding the occupation and how the occupdimder makes sense of it.
Thirdly, it portrays the work of contemporary searees, its content, context and the
secretaries’ lived experience, when most recestditire focuses on gender and

technology issues.

8.5 Future research

Studies on occupations have contributed to the rstateding of the work of many
people in many different places. However, with g@me pace that the society
changes, occupations change. More importantly, Ipedpange and so does their
experience at work. There is a need for more eaptor with a holistic approach of
other occupations. Expanding the knowledge of howarkwis changing due to
political, economic and social factors is valuainlets own right, but together with
the subjectivities of people’s life experiencesvill be invaluable to understand the

experience of work in general.

This thesis highlighted the work of secretarieswio sectors. Whilst, for example,

the work and experience of the legal and medicatesaries were examined in
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relation to their experience, an examination ofetacial work in other sectors will
add to the understanding of this occupation. Thidysopens doors to the analysis of
secretarial work in places where the context ofknoay differ from the legal and
medical secretaries, especially considering thatsecretaries interviewed work for
knowledge workers. Other secretaries in other glabay experience their work
differently depending on their work context or agesult of the changes they

experience.

It would also be useful to study occupations andekplore secretarial work,
following the same methodological choices of thisdg, in different countries. A
cross-national comparative study of occupations reagal different applications on
the conceptual framework proposed here.

Finally, the empirical data collected in this studgis gathered during two atypical
moments: firstly the economic downturn, which prdve have affected some legal
secretaries interviewed in relation to their workd&uture aspirations and fears;
secondly, changes in the NHS in relation to systemsvork, as the medical

secretaries will soon experience a digital dictasgstem that might affect they work
in different ways. Data indicated a degree of ayx@énong the medical secretaries
and the fear of being deskilled. A follow-up stuatycounting for these issues would
therefore be useful to assess the work of secestami this area and would provide
further contemporary insights into Wood’s (1983gdis on the deskilling of the

content or work as opposed to the deskilling oédipular individual.
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Appendix A — Interview Schedule

Interview Schedule

APENDICES

Greetings
Information Statement
Consent Form

Section 1 — Education/Career History

» Could you tell me how you got from school to here?

This chronological approach of the secretarial wairkuld cover:

Training/Education

Career paths

Length of time working as “Job Title” (JT)
Length of time working for the company
Entry paths

Reason for choice of career

Section 2 — Current job

>

>

What is your job title (JT)?

What are your tasks as a JT?

What is your job description?

* ask for access to the company job description

What things do you have to know to be able to do ym job?

What kind of skills are required for this job — that is, what do you have

to be able to do?
What sorts of personal characteristics are needeatdo your job?

Can you describe a normal day in your job and givesome indication as

to the time you spend on each activity?
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» Does your job involve more than is contained in yauformal job

description?
Section 3 - Changes
» How do you think your work has changed over the ladew years?
- Technological changes

How do you feel when facing those changes? More or less: skills,

responsibility, status, work effort, etc
What do they mean for your job?
What do they mean to you?
» How do you learn new things?
- formal training
- informal training
- occupation specific
- other?

- Does the company provide training?
Section 4 — Social Organisation of Work

» In doing your job, what other people do you interat with (ie other

occupations)?
- Which of these groups do you most/least intenattt?
» How is your work organised?

- Do you have a team? Do you work from home? L& yoork flexible?

How does it affect you? Does your work require yotravel?
» Does your job require you to work with other secrearies/JT?

- Is yes, what kind of interaction do you have &zle other? (excluding

social interaction)

- if no, why?
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Do you supervise other people?

>

>

Do you feel you have autonomy (control) over the wk you do?

- Would you be allowed to change the way thingsdaree in the office?
- Do you have flexibility? In which ways?

Who do you report to?

- How would you characterise your working relatiopsiith this person?

Section 5 — Collective Organisation

>

As a (JT) are you a member of a union or staff ass@tion or any

other group (collective grouping)?

There are different titles for the work you do. Howis the occupation
divided?

- is it divided by the type of tasks, or skillsguralification?

- experience?

- qualification required in a job advert? How delfabout it?

How do you think people understand the kind of workyou do?

- in the organisation/society/status

How do you feel about your work recognition?

- In the company/boss?

- By the society?

Are most of the people who do your job women? Why®oes this

have any impact on the status of your work?

There are some stereotypes related to the worldgou

>

How do you react to them? Have you had any experier in relation
to that?

How does that perception affect you?

» Do you feel part of a secretarial group?
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Section 6 — Other General Questions
» Has secretarial work become more complex/challengy?
- what kind of skills?
» Do you think that your skills requirements change @pending on:
- the specifics of the company?
- the role and position of your immediate superior?

- anything else?

» Is the work you do based on experience and judgment on scientific

knowledge/academic training?
» What are the jobs that are not in your level?

» What other occupations do you think your occupationis comparable
with, in terms of the knowledge and skills it requies?

» Is your kind of work becoming more or less importan in your

current organisation?
- considering the changes we talked about

- are you still required to be multi-function (taskkills)? (won'’t this

have been outlined earlier?

» Do you think you are a professional? What does thiterm mean for

you?

» What are the main problems/pressures you find in excising your

work?
» What are the main rewards or satisfactions of youkork?

» Looking back over your working career, if you had he chance to
choose again, would you make the same choice of wgation?
Why/why not?
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Section 7 — Demographics

Date: File:
Name:

Age:

Marital status:
Dependent children — now or previously:
Salary range:

Less than 10,000
10,000 — 14,900

15,000 — 19,900

20,000 — 24,900

25,000 — 29,900

30,000 — 34,900

35,000 — 39,900

Over 40,000

Company:

Industry sector:

Duration:

Comments:
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Appendix B — Information Statement

Information Statement

My name is Debora Zuin and | am a post-graduateareber at the University of
Edinburgh. | am inviting you to take part in a rasd study conducted as part of my
training requirements to qualify for a PhD degree.

Before you decide whether or not to consent tontakiart, it is important for you to
understand why the research is being done and itwvdt involve. Please take your
time to read the following information carefullyleBse let me know anything that is
not clear or if you would like more information.

What is the title of this project?
Revisiting the study of occupations: A holistiowia the present state of secretarial
work

What is the research study about?

It is about people who work as secretaries, PAaidinistrative assistants. | want
to find out more about the views and experiencepeaiple like you. | particularly
want to get a better understanding of the kind ofkwyou do, the context in which
you work and your personal experience of work. réree many studies of different
occupations and jobs, but very few recent studig¢keokind of work that you do, or
the types of changes that you have experiencedim work in recent years. |
believe this study will be useful in tracking camigorary occupations and the factors
that influence them.

Who is supervising this study?
| am supervised by Dr. Patricia Findlay who wor&s the University of Strathclyde
and Dr. Wendy Loretto from the University of Edimbh Business School.

What does patrticipation in this study involve?

Your participation will consist of an interview \ityou. The interview will cover

different aspects of your background, educatiomeerahistory, current job and
future plans. The interview will be recorded withuy permission and it may last for
about two hours. The recording will be destroyedeotine study is finished.

Do | have to take part?

You do not have to participate in this study. Rgsttion is entirely voluntary. If you
do decide to take part you will be asked to sigomsent form. If you decide to take
part you are still free to withdraw at any time awvithout giving a reason.

What will happen to all of the information?

All of the information collected from you for thegearch study will be keptrictly
confidential.
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What if | don’t want to take part in this study?

The research is voluntary and it is entirely ugydo whether or not to take part. If
you decide to, but change your mind after readimg, tyou are also free to do so.
You are undeno obligation to take part; participation in this studygsmpletely
voluntary. You do nothave to give a reason for not wanting to take jpattiis study.

I would like to reassure you that any informationotiected about you will be
strictly confidential, and no one will be able tdentify you or your company from
the data collected.

Thank you for your time and consideration.

Debora Zuin

The University of Edinburgh
BusinessSchool
dzuin@ufv.br
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Appendix C — Consent Form

Consent Form

Study Title: Reuvisiting the study of occupations: A holisticwief the
present state of secretarial work

Researcher: Mrs Debora Zuin
PhD supervisor:  Dr. Patricia Findlay

Please read the statements below and circle yoursjgonses:

| understand the general aims of the study YES NO
I understand what is involved in taking part in gtedy YES NO
| understand that it is my decision to take pathim study YES NO
| understand that if | take part, | can stop at tame YES NO

I understand that if | do not want to take padolnot have to givea YES NO
reason

| understand that my name, address or the compaay® will not be YES NO
used in any reports of the study

| understand the interview will be recorded YES NO

| confirm that | have read the Information Statetnen YES NO

| agree to take part in the study by signing below:

Full name of participant:

Signature: Date:

Address:

Telephone number:

email:

For further information, please contact:
Mrs Debora Zuin

PhD Researcher

Tel: 07964 922 407 zuindata@gmail.com
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Appendix D — Example of Coding

NVivo coding

Tree nodes:Education/Career History

VVVVVVVYVY

Career paths

Entry paths

Reason for choice of career

Job experience before leaving school
Training(Case)

Further training

Length of time working for the compalii@€ase)
Family career history/influence

Tree nodes: Current job

VVVVVVVVVVVVYY

Job title(Case)

Tasksas a JT

Job description

What things do you have to know to be able to dar yob?
Team details/description

Knowledge required

Skills required

Personal characteristics required/soft skills
Daily routine

Office interactions

Tasks

Contextual factors

Salary(Case)

Tree nodes: Changes

>

>
>
>

Changes in the occupation
Reactions to changes

Provision of training (in-company)
Secretarial specific training

Tree nodes: Social Organisation of Work

>
>
>

Interactions (personal basis)
Online interactions
Home/remote work
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VVVVVVVYVY

Travelling for work

Team details

Interactions with other secretaries
Supervision

Work autonomy or control

Report to

Relationship with boss (and/or line manager)
Boss capacity

Tree nodes: Collective Organisation

VVVVVVVVY

Union membership

Secretarial group/association
Comparisons PA x SEC

People’s understanding of sec work
Work recognition

Gender segregation

Effects/reactions to stereotypical imagine
Appraisal

Feeling part of a secretarial group

Tree nodes: Other General Questions

VVVVVVVVVVVYY

Implications of occupational changes
Basis for sec work

What are the jobs that are not in your level?
Comparable occupations

Importance of job at current organisation
Professional

Problems/pressures

Rewards

Satisfactions

Would change occupation?

Future plans

Further comments
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Appendix E — Analytic Framework

Analytic Framework

» Informed by literature review, participant obserwas with secretarial group,
pilot study, interviews and researcher’s assumption

» Headings and sub-headings cross other groups.

Coding framework

Coding phase 1- Codes/themes derived from interview schedule, searcher
assumptions, interviews still being carried out duing coding and initial analysis
when new issues and potential themes emerged.
Coding phase 2-Codes for analysis

Group Category Headings Headings

Coding phase 1 Coding phase 2
(final)

Content Tasks Task as a “Job Title” | -TasksasaJT
Jm - Does more than
Added task what is contained in
- supervision of others | JD?
- Does more than what is
contained in JD?

Skills - Skills required for the | - Skills required for

job of “JT”

JT

- Job description (JD) | - Soft skills
- soft skills
Knowledge Base - knowledge required - knowledgeired
Education - Educational - Educational
background background
- family career history | - family career
history
Training - provision of training | - provision of training

- secretarial specific
training
- further training

- secretarial specific
training
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Context

Career history

- Career paths
- Present JT
- job description
- Length of time working
as JT
- Length of time working
for the company
- Entry paths
- Reason for choice of
career

- Career paths

- Present JT

- Reason for choice
of career

*Codes here cross
the “Content”
categories

Social organisation
of work

- people involved in
office interactions

- teams details

- flexibility

- supervision

- work autonomy/contro
- report to superiors

- appraisal

- boss capacity

- organisation specifics
- contextual factors

- daily routine

- provision of training

- relationship with boss

- office interactions
- teams details

- flexibility

- work
autonomy/control

- organisation
specifics

- contextual factors
- daily routine

- provision of training
- relationship with
boss

Changes - changes in work as | - changes in work as
“JT” “JT”
- reaction/feelings - reaction/feelings
- changes in the - changes in the
occupation occupation
- implication of changes| - implication of

changes
Collective - union/staff membership- perceptions of how

organisation

- perceptions of how
people understand their
work

- work recognition

- gender issues

- comparison between
PA and Sec

- online interactions

- secretarial group

people understand
their work

- work recognition

- comparison
between PA and Seq

membership
Conditions of work| Spatial and social - flexibility
- flexibility - importance of job ai

- importance of job at
current organisation

current organisation
- office layout

- office layout

- problems and
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- problems and pressurg
- remote work

cPressures

- salary
- travelling
Lived Occupational - perception on changes *Codes here cross
experience | meaning and complexities of job | the other groups
(“Emic”) - basis for secretarial
work - perception on
- importance of job changes and
- understanding of complexities of job
“professionalism” - basis for secretarial
- secretarial interactions work
- satisfactions and - importance of job
rewards - understanding of
- work recognition “professionalism”
Occupational - feeling part of a - secretarial
identity secretarial group interactions
- problems and pressures satisfactions and
- rewards and rewards
satisfactions - work recognition
- reason for chosen - feeling part of a
occupation secretarial group
- future plans - problems and
- comparable pressures
occupations - rewards and
- titles variation satisfactions
- gender segregation - reason for chosen
- jobs in the same level | occupation
- likes and dislikes - people’s
- people’s understandingunderstanding of
of secretarial work secretarial work
- would change - would change
occupation? occupation?
“Etic” Will be addressed throughout analysis and espgmallChapter 7,
issues “Integrative analysis” of case studied.
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Appendix F — NHS Job Description for Medical Secret  ary

Medical secretary/personal assistant

On this page you will find a description of the a®lof the medical secretary/personal
assistant including information on entry requiretsen

The role

Medical secretaries deal with consultants’ corresieace, making appointments, handling
patients queries, and liasing with other healthcta#. Sometimes they may work under a
title of personal assistant.

In a GP practice they handle letters and phones cdbout a huge range of different
conditions, but working for a hospital consultamyt are based in a specific department, for
example paediatrics (child health) or cardiologgd(tt care).

This is a responsible job, as medical secretariegxpected to use their own initiative, make
decisions and deal with patients and their relatiwdno are worried or upset about their
illness. There is significant contact with patiel@®s and other healthcare staff.

Personal assistants may work for a specific direstahe chief executive, managing their
diary, sending out agendas for meetings, takingutes) dealing with correspondence and
organising travel arrangements. They may also bporesible for maintaining details of

certain budgets, ordering stocks of stationeryy™d be responsible for booking resources
such as rooms, audio-visual equipment and refrestenfier meetings and other events.

They may be responsible for managing the workldad team of secretaries ensuring that

they have all of the materials (e.g. file documgeidtier headed paper etc) and access to
equipment (such as photocopiers, audio playbackhimes etc) that they need to do their

work.

Entry requirements

Medical secretaries will need to have or be prapéwework towards a diploma in medical
secretary studies awarded by the Association of ids¢decretaries, Practice Managers,
Administrators and Receptionists (AMSPAR). Goodetxial skills are obviously essential
as is a good knowledge of medical terminology.

Personal secretaries need good secretarial anchiathaiive skills, holding RSA or similar
qualifications at an appropriate level. They wilually have administrativer secretarial
experience and have a professional approach toviioek.

Medical secretaries and personal assistanteeguéred to use their initiative and a high level
of independence in their work.

Job vacancies
Advertisements appear on the NHS Jobs website, yavginhs.uk, in local press or job
centres. You can also contact the personnel dfficean resources department of local

hospitals/trusts.

http://www.nhscareers.nhs.uk/details/Default.aspx?931
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Job description: Medical Secretary

Medical secretaries are specialist secretarie$, sdtne understanding of medical 'speak’. If
you go into this field it's your role to help dortphospital consultants and other senior
medical staff manage important administrative asctetarial tasks so they can spend more
face to face time with their patients.

As a medical secretary you'll be seen as an imppart of the team no matter where you
choose to work - in a healthcare centre, GP surgeegical school, for a private practice, in
complementary medicine or for a medical charitplearmaceutical company.

A typical day in the life of a medical secretaryiga according to where you work. If you
work in a GP's surgery you'll probably find youfsgdaling with a lot of patients. If you
work in a private or complementary medicine clithen you might have to take payments
and provide receipts.

General tasks you will be responsible for include:

Dealing with incoming and outgoing mail

Answering phone calls

Using a computer to write letters or record medickes
Making sure medical samples are properly labelled
Keeping on top of filing and making appointments.

Depending on your medic's schedule and needs, apngve yourself you might also be
able to take on some more PA-type responsibilitiech could involve:

Scheduling meetings

Keeping track of a doctor's busy diary
Organising travel

Dealing with patients and visitors.

Hours and environment

You can expect to work a standard 35 to 37 houkwERis usually means you'll be onsite
Monday to Friday, 9am to 5pm ish. Sometimes medieatetaries need to be on hand round
their doctor's shift which could include startingrlg or working the odd evening or
Saturday.

It is a flexible job and often part-time work ambjshare are available.

Most of your day will be spent sitting in front afcomputer and using the phone. You might
also be expected to take a turn at reception nrrtamportant files to the right department.

Skills and interests

You'll need to be more than just an efficient gahesecretary to make it as a medical
secretary. You'll need some specialist trainingniedical terms and jargon, so it definitely
helps if you have an interest in medicine.
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Skills that are a must for the job are:

Well organised

Good attention to detail to manage complex work

Good communication skills to deal with patients aslatives in a sympathetic way
and be able to cope with the emotional strain

Good keyboard skills and be confident using teabal

Able to work as part of a team and on your ownadtiite

Able to prioritise a number of different tasks

Good concentration - you'll get lots of interrupigan the course of the day
Discretion (all medical information is confidenjial

Entry

Although there are no minimum entry requirementsy'ly probably find that employers will
ask for four GCSEs (A -C grades, including Engliskipu will also be expected to be
confident with technology and good at typing.

Taking a general secretarial course such as tlye8C&uilds, OCR and London Chamber of
Commerce and Industry will help you get noticede3dn courses are available (full, part-
time and distance learning) at many colleges aivéijer colleges across the UK.

Training

Once you've bagged the job, your employer mightyeskto work towards the Advanced
Diploma for Medical Secretaries from the Associatiof Medical Secretaries, Practice
Managers, Administrators and Receptionists (AMSPARE course covers:

Admin and legal issues relating to the NHS

Rules for medical documentation and practice

Spelling of medical words

Correct use of medical terms and abbreviations ygo can read notes and
prescriptions etc)

Learning the meaning of medical terms

Learning the correct use of titles, professionalie® and qualifications

The course takes between 12 and 24 months to ctanalel involves a combination of
written exams, a research project and work expegieMou'll need at least four GCSEs/S
grades (A-C/1-3) or equivalent to be accepted enAMSPAR course, but if you have A
levels/H grades you may be able to take a shoderse. Full and part-time options are
available and a list of colleges offering the ceussavailable from AMSPAR.

You'll get on the job training to help you get toipg with the computer system and
procedures used in your office.

If you work for the NHS you should be encouragegdoon some of the courses offered by
the service.
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Opportunities

There are more than 30,000 medical secretaridseityK. Once you've got your feet under
the table there are plenty of opportunities to peeg.

Many stay within the field and are promoted to thke of senior secretary. Others move
organisations to gain more seniority and respolitgibfor example moving from a GP's
surgery to a private practice.

You could also use your skills and go on to becanf®A either in the medical world or in
other industries. If you have AMSPAR qualificatioypsu could even go on to become an
office or practice manager.

Annual income

Where you work will have an impact on your salaty pou can expect to start on around
£11,500 to £12,500.

Looking ahead in your career, as a senior medigalesary you can take home between
£15,000 to £25,000 depending on your level of expee.

Things are a bit different in the NHS where theeset pay bands ranging from £13,694 for
a new entrant to £19,248 for a senior medical $agreThese rates are higher in London.

http://www.totaljobs.com/Content/Job-descriptiondidin/Medical-secretary.html
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