Psychological Wellbeing as a Consequence of Situational Elements

in the New Labour Market

Thesis submitted by
Duncan Mclintyre

23" June 2005

This thesis was submitted in partial fulfilment of the requirements for the Degree of

Doctor of Psychology in the School of Psychology, James Cook University



Statement of Access to Thesis

I, the undersigned author of this work, understand that James Cook University will
make this thesis available for use within the University Library and, via the Australian

Digital Theses network, for use elsewhere.

| understand that, as an unpublished work, a thesis has significant protection and the

Copyright Act and,;

I do not wish to place any further restriction on access to this work.

Signature Date



Electronic Copy

I, the undersigned, the author of this work, declare that the electronic copy of this thesis
provided to the James Cook University Library, is an accurate copy of the print thesis

submitted, within the limits of the technology available.

Signature Date



Declaration

| declare that this thesis is my own work and has not been submitted in any form for

another degree or diploma at any university or other institution of tertiary education.

Information derived from the published or unpublished work of others has been

acknowledged in the text and a list of references is given.

Signature Date



Acknowledgments

Academic

First and foremost | would like to thank my supervisor, Dr. Kingsley Tonkin for his
academic guidance, exhaustive revisions and for helping me to negotiate mood-troughs
along the way. | would also like to thank Professor Ed Helmes for his backdrop of
support (and for keeping the faith), and Dr. Peter Creed who provided the inspiration
for the project. I also take this opportunity to acknowledge Ms Rochelle Doherty
(Secretary to the School of Psychology), who provided many words of encouragement,
complete with photocopy codes and paper along the way.

Professional

I would also like to acknowledge the support of management at my various places of
work. Specifically, I would like to thank Mr Brian Small & Ms Sandra Macdonald
(Centrelink) and Ms Susan Carr (ATODS) for without their approval of periodic part-
time work arrangements my thesis journey would have been even more difficult. | also
take this opportunity to thank all the call centre operators who participated in the
research.

Personal

I would like to thank my families for their support and encouragement, my folks for
checking on me, and my sister, who from the other side of the world kept calling and
sending cards encouraging and supporting my journey — love you Nic. Above all, |
would like to thank my confidant and partner, the woman who believed in me, and who

encouraged my determination with love and support — love you Mims.



In loving memory of

Sister Elizabeth Julian of the Divine Compassion — my Grandma

Vi



vii

TABLE OF CONTENTS

N S I ¥ S SR Xiv
CHAPTER ONE: IMPLICATIONS FOR THE NEW LABOUR MARKET ............... 1
1.1 OVERVIEW 1
1.2 THE NEW LABOUR MARKET 1
1.2.1 SCIeNtific ManagemMEeNT........ecoueiieiiei ettt sre e nre e 2
1.2.2 Scientific Management of “White-Collar’ Work ...........ccccooeieniiiiiniineseen, 3
1.2.3 Customer Service In The New Labour Market ..........ccccoovririiiiininininieeenn 4
1.2.4 Investment in call CENEIre DUSINESS .......ccuviiiiiiiiiiieseee e 5
1.3 CALL CENTRE OPERATIONS 5
1.3.1 The call centre operator WOrk role...........ccooveiiieniiniiie e 6
1.4 DEMANDS OF THE CALL CENTRE OPERATOR WORK ROLE 8
1.4.1 Mental Demands of Call Centre WOrK ..........cccoiveiiiiniieiese e 9
1.4.1.1 Information NANAIING .........cccoviiiiiiie e 9
1.4.1.2 COogNItiVe FAlIGUE........ccueiiece st 9
1.4.1.3 Temporal and contextual factors affecting task performance...................... 10
1.4.2 Electronic performance monitoring in call centres.........cccooveviiiiieiiiencencenn. 11
1.4.2.1 Supervisory relations in the call CeNtre..........ccccooeviiiiiiiicc 12
1.4.2.2 Teamwork within call CENtres.........cccvovvieieiiieic s 13
1.4.2.3 Quantitative versus qualitative performance expectations ............ccccccevenee. 14
1.4.3 Physical Demands of Call Centre WOrk...........cccoeeieninieniinice e 15
1.4.3.1 Working with Visual Display Terminals............ccocceovveiennininiieieens 15
1.4.3.2 Vision, hearing and voice disorders associated with call work ................... 17
1.4.4 Emotional Labour inthe Call Centre ... 17
1.4.4.1 Emotional labour in customer service WOrk roles ...........ccocevvverenencninnne. 18
1.4.4.2 Emotional labour in the call centre operator work role ...........ccoceveninenne. 18
1.4.4.3 Emotional dissonance in call centre WOrk ..........ccccooceviiinininnnnenc s 19

1.5 WITHDRAWAL BEHAVIOUR: ABSENTEEISM, TENURE PROJECTIONS
AND TURNOVER 21
1.5.0 ADSENTERISIM ...ttt bbbttt bbbt 21
1.5.2 Intention 10 QUIL......ccueiiiiiiie e 22
1.5.3 TUINOVET ...ttt e e r e e e e e nnne s 23
1.5.3.1 Turnover in Australian call CENIeS.........cccovveriiereienicieee e 24
1.6 CHAPTER ONE SUMMARY 24
CHAPTER TWO: MODELS OF PSYCHOLOGICAL WELLBEING ...................... 26
2.1 OVERVIEW 26
2.2 DEFINITIONS OF PSYCHOLOGICAL WELLBEING 26
2.2.1. Context-Free Psychological Wellbeing ... 27
2.2.1.1. PSychological diStreSS........ccceiiveriiiieiieiiiie e 27
2.2.1.2. Life SAtiSTACLION........eiiiiiiiiee e 28
2.2.2 Job-Related Psychological Wellbeing .........cccccvvvveiiiieiiee e 29

2.2.2.0. 0D SALISTACTION. ..o et 30



viii

2.3 THEORETICAL EXPLANATIONS FOR PSYCHOLOGICAL WELLBEING AT

WORK 31
2.3.1 The Access To Categories Of Experience (ACE) Model .........ccoovvviiiiiinnnnnns 32
2.3.1.1 Work As A Social INSHIULION. ........ccciviiiiiiiieieeiee e 32
2.3.1.2 Latent fuNCtionS Of WOIK.........cccoviiiiiiiiiiicce e 33
2.3.1.3 Evidence For The ACE MOdEel ..o 34
2.3.1.4 Relative associations of the ACE categories to psychological wellbeing ...35
2.3.1.5 ACE model predictions of psychological wellbeing ...........cccccevvvveinenene. 36
2.3.1.6 Criticisms of the ACE MOdel.........cccoooiiiiiiiiiiieeeeee e 37
2.3.1.7 Access to Categories of Experience during call centre operations.............. 39
2.3.2 The Principal Environmental Influences (PEI) Model ... 40
2.3.2.1 EVIdeNnCe FOr TRE PEIS ....cc.ooiiiiiiieieiee e 42
2.3.2.2 Environmental INtegrity .......ccoooveriiiiiieiiee e 43
2.3.2.2. L IMIONBY. ..eiiitiie ittt ettt 43
2.3.2.2.2 PRYSICAl SECUIILY. .ovveiieiiiii e 44
2.3.2.3 SOCIAI RETEIENCE ... 45
2.3.2.3.1 Valued social POSITION.........cooiiiiiiiiieee e 45
2.3.2.3.2 Opportunities for interpersonal CONtact. ...........cccevveveviieiieeresieseeinns 47
2.3.2.4 J0D DEMANGS........coitieieiiiesiiese ettt sr et nne e 48
2.3.2.4.1 Externally generated goals...........cceeerienieiiiiie e 48
2.3.2.5 0D SCOPE ...ttt et r e ae e 49
2.3.2.5.1 Environmental Clarity. .........cccooveiiiiiiieiece e 49
2.3.2.5.2 Opportunities for CONIol. .........ccooveiiiiiiieie e 52
2.3.2.5.3 Opportunities for SKill USE.........ccccviieiieiiiie e 54
2.3.2.5. 4 VAIIBLY. oottt 55
2.3.2.6 Evidence for Entire PEI Model Predictions of Psychological Wellbeing ...56
2.4 THE PRESENT STUDY 57
2.4. 1 OVEIVIBW ...ttt sttt b e bbbttt et bbb bbbt e e e 57
2.4.2 AIMS Of The Present STUY ........ccooiiiiiiiiiiie e 58
2.4.3 HYPOTNESES ...ttt et te et e enre e nnes 58
Hypothesis 1: Call centre operators will report lower levels of psychological
wellbeing compared to normative data from other work roles. ...........ccccoevviernnnee. 58
Hypothesis 2: The ACE model will be predictive of psychological wellbeing....... 59
Hypothesis 3: The PEI model will be predictive of psychological wellbeing......... 59
Hypothesis 4. Compared to ACE, the PEI model will be a better predictor of
psychological WellDEING ..o 59

Hypothesis 5: Compared to operators who prefer their current schedule, operators
reporting a preference to work fewer hours will also report significantly lower job

SALISTACTION. ..o e 59
Hypothesis 6: Operators reporting low job satisfaction will also report lower job
(070) 001141101 o A SO RI 61
CHAPTER THREE: METHOD AND PROCEDURE .......cccccoooiiiiiiiieniseeen 62
3.1 DESIGN 62
3.2 RESEARCH SETTING 62
3.3 RESPONDENT CHARACTERISTICS 64
3.3 L SAMPIE ONE ...t 64

3.3.2 SAMPIE TWO ..ttt ettt et et e s be et e s reesbaesteeneesraenreaneeas 64



3.4 MEASURES 65
3.4.1 Demographic CharaCteriStiCS........ccvvivviiieieiie et 65
3.4.2 30D INVOIVEMENT ...t n e 65
3.4.3 Psychological WellDEING.........c.oiveiiiieieciece st 67

3.4.3.1 PSYChOIOQICal DISIIESS ....c.vveiveeiiiiie ittt 68
3.4.3.2 Life SatiSTaCtiON ......ccueiiiiiiiiiieee e 71
3.4.3.3 J0D SAISTACION ....cveiiieeeie e 71
3.4.4 The Access to Categories of Experience (ACE) Model ..........cccccovevviiciieiennnnns 73
3.4.5 The Principal Environmental Influences (PEI) Model ...........ccccceoeiiiiniinnnnnn. 74
K T N Y/ o] 1= TSSO P R TPPRRRUPRTPR 75
3.4.5.2 PRYSICAI SECUIILY......eivieiiiiiiiieiteee et 75
3.4.5.3 Valued SoCial POSITION..........cciiiiiiiieie e 76
3.4.5.4 Opportunities for Interpersonal Contact ..........ccccevviienienieninniec e 76
3.4.5.5 Externally Generated GOalS...........ccovevviiiiieii e 76
3.4.5.6 Environmental Clarity..........cccooeieiiiiiiieesee e 77
3.4.5.7 Opportunities for CONrol..........cccviiveiiiieseee e 77
3.4.5.8 Opportunities for SKill USE..........ccooiiiiiiiieiicie e 77
BA5.9 VAIIELY ..ottt ettt neen e neenne e 77

3.5 PROCEDURE 77
3.5.1 Data Collection for SAMpPIe ONE.........c.coveieiieiiece e, 77
3.5.2 Data Collection for Sample TWO ........cccooiiiiiiiiieee e 79

CHAPTER FOUR: DESCRIPTIVE AND CORRELATION ANALYSES................. 80

4.1 OVERVIEW 80
4.1.1 DAtA SCIEENING ...veevveiveeteesiestee e etesteesteeeesseesteeeesseesaeeseesseesseassesseesseessesseesseansens 80
4.1.2 Interpretability parameters..........ocooviieiiiie i 81

4.2 DESCRIPTIVE ANALYSES 82
4.2.1 Demographic Variables...........ccccciiiiiiiie et 82
4.2.2 Job Involvement Variables (sample two only) ... 82

4.2.2.1 ACtUAI WOTK NOUIS ... 82
4.2.2.2 Preferred WOrK HOUIS..........ooiiiiiiiic e 83
4.2.2.3 Difference between Actual and Preferred Hours (Diff. HrS)........cccccoevee.. 84
4.2.2.4 J0D ATACHMENT ...ttt 84
4.2.2.5 J0D ENTraPMENT .....oiviiiieic ettt nne s 85
4.2.2.6 Projected JOD STAY.......cccooieieiieiiiie et 85
4.2.2.7 Tenure COMMITMENT........cooiiiiiiieee e 85
4.2.3 Psychological WelIDEING.........ccouviiiiiieies e 86
4.2.3.1 PSYChOIOQICal DISLIESS .....ccvveivieieeiiesieesie et e et sae e e nnees 86
4.2.3.2 Life SAtISTACTION ....cc.eiiiieiiiie e 87
4.2.3.3 J0D SAUISTACTION .....ovviieiiieicie s 87
4.2.4 The Access to Categories of Experience (ACE) model.........cccccooviiniiiicnnnnnn 88
4.2.5 The Principle Environmental Influence (PEI) model ..., 89
4.2.5.1 Environmental INTegrity ........ccoooeiiiiiiiiiie e 90
4.2.5.2 SOCIAl RETEIEINCE ...t 90
4.2.5.3 J0D DEMANGS.....coitiiiiiiieitieie sttt ettt sttt nreas 91
4.2.5.4 J0D SCOPE .eecveeieeie ettt ettt a e reeneenre s 91
4.3 CORRELATION ANALYSES 92

4.3.1 Demographic Variables...........ccccciiieiiiie it 92



4.3.2 Job Involvement Variables (Sample TWo only) ...
4.3.2.1 Inter-relationShips ..o
4.3.2.2 Relationships with Psychological Wellbeing ..........cccooeviiiiiiicinnn

4.3.3 Psychological Wellbeing Variables.............ccccceviiiiiiiviiiceee e

4.3.4 The ACE MOUEL.....cuiiiiiiiei ettt nee s
4.3.4.1 Bivariate Inter-relationships .........cccccvevviieieeieiie e
4.3.4.2 Relationships Between ACE and Psychological Wellbeing Variables .....

4.3.4.2.1 Psychological diStress. ........c.covveieiiereiiieiiese e
4.3.4.2.2 Life SatiSTaCtioN..........cooviiiiiiiieie e
4.3.4.2.3 J0D SAtISTACLION. .....cveiiiiiiiiicieiee e

4.3.5The PEIMOGEL ......c.oiiieeieee e

4.3.5.1 Bivariate Inter-relationships .........cccocveveiieieeiesie e
4.3.5.1.1 Environmental iNtegIity. .....cccocverueriirieie e
4.3.5.1.2 SOCIal FETEIENCE. ....c.veviieiitieiie e
4.3.5.1.3J0D demands. ..........cooueiiiiiieie
4.3.5.1.4 J0D SCOPE. ...eovieiece sttt

4.3.5.2 Bivariate Relationships with Psychological Wellbeing............ccc.ccceuvnee.
4.3.5.2.1 Psychological diStress. ........cccovveieiiereiieiie e see e
4.3.5.2.2 Life SatiSTaCtioN..........coiiiiiiiiiiie e
4.3.5.2.3 J0D SAtISTACLION. ......veiviiiiiiiciicee e
4.4 SUMMARY OF FINDINGS: DESCRIPTIVE AND CORRELATION
ANALYSES

CHAPTER FIVE: PREDICTING PSYCHOLOGICAL WELLBEING...................

5.1 OVERVIEW
5.1.1 Multiple Regression ANAIYSES........cccucvuiiieiieeieiieie e ste e
5.1.1.1 Multiple Regression Method I ...........cccoiieiiiiniiiniee e
5.1.1.2 Multiple Regression Method H............cccooveveiiiiiieie e
5.1.1.3 Multiple Regression Method HI ..o
5.1.1.4 Cross-validation ProCeAUIE.........ccveveiieieere e e se et
5.2 THE ACCESS TO CATEGORIES OF EXPERIENCE (ACE) MODEL
PREDICTION OF PSYCHOLOGICAL WELLBEING
5.2.1 Multivariate Data SCreENING ........cceoverereriririseeeee e
5.2.2 The ACE Model Prediction of Psychological Distress..........ccccovvevviieeivennenne.
5.2.3 The ACE Model Prediction of Life Satisfaction............ccccccovvvivnivnrniinnnennene
5.2.4 The ACE Model Prediction of Job Satisfaction...........ccccccevvvvieniiiiiininiininen,
5.3 THE PRINCIPLE ENVIRONMENTAL INFLUENCE (PEI) MODEL
PREDICTION OF PSYCHOLOGICAL WELLBEING
5.3.1 Curvilinear Relationships with Psychological Wellbeing ..o
5.3.2 Multivariate Data SCreeNINgG .......c.ccceieeiieie et
5.3.3 The PEI Model Prediction of Psychological DiStress.............cccoeverereiinnninns
5.3.4 The PEI Model Prediction of Life Satisfaction...........cc.ccoovviveinneneiiciiinnnens
5.3.5 The PEI Model Prediction of Job Satisfaction ...........c.cccccevverivnieiieenieiieneenn,
5.3.6 Path Analyses Investigating the PEI Model ............cccooveiiieiiivecie e
5.3.6.1 Path analysis of the relationship between Opportunities for Control and
psychological distress in SAMPIe tWO.........cccvvveiieriieceee e

.98

100

104
105

107

5.3.6.2 Path analysis of the relationship between Opportunities for Control and life

satisfaction iN SAMPIE tWO........ccoveiiiiee e



Xi

5.3.6.3 Path analysis of the relationship between Opportunities for Control and job

satisfaction iN SAMPIE tWO........ccveiiicee s 139

5.4 MODEL COMPARISONS IN THE PREDICTION OF PSYCHOLOGICAL
WELLBEING 139
5.4.1 Consistency of Prediction: Between Samples, Between Models....................... 140
5.4.2 Strength of Prediction: Between Samples, Between Models ..........c.cccceveenenen. 141
5.4.3 Stability within Reduced Model Predictions: Cross-Validation....................... 142
5.4.4 Summary of Between-Models Comparison..........ccccoeevveveeiiesiese e 143
5.5 CHAPTER FIVE SUMMARY 145
CHAPTER SIX: DISCUSSION ....ooiiiiiiieieieie ettt 146
6.1 OVERVIEW 146
6.2 THE PSYCHOLOGICAL WELLBEING OF CALL CENTRE OPERATORS 147
6.2.1 Levels of PSychological DISLIESS ........cccviieiieiieiiiie e 148
6.2.2 Levels of Life SatiSTaCtion ...........ccoceiiiiiiiiinie e 149
6.2.3 Levels of JOb SatiSfaCtion ..........ccoiiiiiiiiiie s 149
6.3 SITUATIONAL ELEMENTS OF THE CALL CENTRE 151
6.3.1 Descriptive findings for Social REfErence ..........cccoovvvieieiieiiieneee e 152
6.3.1.1 Inter-relationships with model variables..............cccovviiiiiiiinnie 153
6.3.2 Descriptive findings for Job Demands............ccccoviiiniiinnieicce e 154
6.3.2.1 Inter-relationships with other model variables ...........ccccocvevvvieniiiicinnnn. 156
6.3.3 Descriptive findings for Job Scope variables ...........ccccoeiiiiiiiiiiciic e, 156
6.3.3.1 Inter-relationships with other PEIS ... 157
6.3.4 Descriptive findings for Environmental Integrity..........cccooeviiiininninieieee. 158
6.3.4.1 Inter-relationships with other PEIS ... 158

6.4 RELATIONSHIPS BETWEEN THE SITUATIONAL ELEMENTS AND

PSYCHOLOGICAL WELLBEING 159
6.4.1 Relationships with Psychological DiStress..........ccccoovevveiieeiveieiieeseee e 159
6.4.2 Relationships with Life Satisfaction............cccceoeieienininiiinee e 161
6.4.3 Relationships with Job Satisfaction ...........c.cccevevieiecii i, 165
6.4.3.1 Social Reference and Job Satisfaction...........ccccceeviiiniiii i, 165
6.4.3.2. Job Demands and Job Satisfaction.............cccccoveviiininieni i 167
6.4.3.3 Job Scope and Job Satisfaction...........cccceviiiiiiiniiie e 168
6.4.3.4 Environmental Integrity and Job Satisfaction...........cccccevevevviieiiiieinenne. 172
6.5 MODEL PREDICTIONS OF PSYCHOLOGICAL WELLBEING 173
6.5.1 Entire Model Predictions of Psychological Wellbeing...........c.ccccoovveveiicinnnen. 173
6.5.2 Reduced Model Predictions of Psychological Wellbeing.............cccccoveiennnen. 175
6.5.3 Summary of Model PrediCtions............cccveiiieiiciecc e 177
6.6 THE RELATIONSHIP OF JOB INVOLVEMENT TO JOB SATISFACTION 177
6.6.1 Preferred Work Hours and Job Satisfaction...........cccccocevevenieniiininicienieen, 178
6.6.2 Tenure Commitment and Job Satisfaction............cccccevvvieiiiiiiienicre e, 180
6.7 CONCLUSION 183
6.8 METHODOLOGICAL CONCERNS 188
B.8.1 DIBSION vttt ettt a et et e e re e e e e reeneenre s 188
6.8.1.1 Curvilinearity hypothesis of the PEI model..........c.ccccovieiiiiniiiiiie, 192
6.8.2 StAISLICAI POWET .....c.vevieieie e 192
6.8.3 Reliability Of MEthOdS.........c.ooiiiiiieee e 192

6.8.3.1 Internal CONSISIENCY ......ccoveiieiiieiecie e ene s 192



xii

6.8.3.1.1 Internal consistency of the ACE model. ..., 192

6.8.3.1.2 Internal consistency of the PEI model. ..........ccccovvveveieiinecececen, 193

6.8.4 LIMITALIONS ...c.viivieiiieie ettt ettt eneesneeeeeneenreas 194
6.8.4.1 PEIrSONAIILY ....c.eeivieiieiieseeie ettt sae e ene s 196

6.9 RECOMMENDATIONS 197
6.9.1 Directions for fUtUre reSEarCh ..........cocuveeieie e 197
6.9.2 Stress Management Interventions in Call Centres ..........cccocveevvievceeieseennenn. 198
6.9.3 Changes to Call Centre Operations...........cccceeveiieieeiiesee e 199
REFERENGCES...... ..ottt e et e e tre e e ane e sbee e e 203
APPENDIX A: QUESTIONNAIRE.......c.oo ottt 224
APPENDIX B: ACE SCALE ITEM CONTENT .....ccciiiiiiieie s 236

APPENDIX C: PEI SCALE ITEM CONTENT ....cooooiiiiiiiiee e 237



Xiii

LIST OF TABLES AND FIGURES

TABLES
TABLE 2.1: CATEGORIES OF EXPERIENCE REPRESENTING THE LATENT FUNCTIONS OF
17LY 0] = < 34
TABLE 2.2: DESCRIPTION OF THE PRINCIPAL ENVIRONMENTAL INFLUENCES... ... vvvveve... 41
TABLE 4.1: DESCRIPTIVE STATISTICS FOR ALL CONTINUOUS VARIABLES.....oovvvveinenns 83
TABLE 4.2: PEARSON BIVARIATE CORRELATIONS BETWEEN ALL CONTINUOUS
LYY =42 = I = 94
TABLE 4.3: CONSISTENT RELATIONSHIPS BETWEEN PSYCHOLOGICAL WELLBEING AND
MODEL VARIABLES. . . . e et ettt et e et et e e e e et e et e e e e e et e e e e 109
TABLE 5.1: SEQUENTIAL, SIMULTANEOUS AND STATISTICAL REGRESSION ANALYSES FOR
THE ACE MODEL PREDICTION OF PSYCHOLOGICAL WELLBEING ... ouveiveeae aeaeeeeennn. 116
TABLE 5.2: SEQUENTIAL, SIMULTANEOUS AND STATISTICAL REGRESSION ANALYSES FOR
THE PEI MODEL PREDICTION OF PSYCHOLOGICAL WELLBEING....etuvttieeeeeeneinneerens 126
FIGURES

FIGURE 5.1: CROSS-VALIDATION OF THE REDUCED MODEL PREDICTIONS OF
PSYCHOLOGICAL WELLBEING ... vt vttt ttttennsinneeseeennesnneesseennesnnerneeensesnnernneenee. 120

FIGURE 5.2: PATH ANALYSES OF THE RELATIONSHIP BETWEEN OPPORTUNITIES FOR
CONTROL AND PSYCHOLOGICAL WELLBEING ..« « ettt ettt et e e e e e e e e et aaeeens 137



Xiv

ABSTRACT

Approximately four thousand call centres employ more than 160,000 people in
Australia, yet relatively little attention has been paid to how this type of work influences
the wellbeing of those who do it — despite substantially higher absence frequencies and
turnover rates relative to other industries. Utilising a survey design, the present study
compared two situational elements models in their prediction of context-free and job-
related psychological wellbeing in two samples of public sector call centre operators. The
replicated findings were that the situational elements relating to the importance of clarity
for how to derive social value and meet the expectations of the work environment were
most predictive of psychological distress, life and job satisfaction. While the availability of
money was also predictive of life satisfaction, situational elements relating to Job Scope
were important to the prediction of job satisfaction. The addition of Job Scope variables
found that Warr’s (1987) model of Principal Environmental Influences was a stronger
predictor of job satisfaction than Jahoda’s (1981) Access to Categories of Experience
(ACE) model. Therapeutic recommendations for job re-design required enrichment rather

than simplification of call work.
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