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ABSTRACT

Family Conciliation is the social service component
of the Court of Queen’s Bench, Family Division established in
1984 in Manitoba. The agency provides services to families of
divorce where there is a dispute over the on-going care of the
children. Interventions also include helping the families to
restructure and reduce conflict. Services offered are
mediation, court ordered assessment reports, conciliation
counselling, children’s groups and an access assistance
program. Family Conciliation is a province wide service with

units in Winnipeg, Brandon, Flin Flon, The Pas, and Thompson.

The objectives of the practicum were to:

(a) Conduct an analysis of the stresses and sources of
satisfaction with the work and work environment. Data
and information were obtained through use of standardized
guestionnaires and meetings with the direct service
staff.

(b) Develop a proposal for the agency which addresses ways to
alleviate the salient job stresses and enhance areas of
job satisfaction. Staff input was a major influence on
this proposal that was intended to be based on their
needs and experience as well as be a practical and

realistic guide.

Conclusions include that intervention with families
in conflict and working within an interdisciplinary but
primarily legal milieu pose special issues for the agency
staff. The practicum report identifies such issues and

provides recommendations to Family Conciliation.
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INTRODUCTION

There are two primary purposes for this practicum.
One purpose is to provide an analysis of job stress factors
that impact upon the employees providing direct service in a
Court mandated Family Conciliation program. This program is
legislated by the Federal Queen’s Bench Act, 1985. It
provides a wide range of services to families in dispute over
the care and custody of children following a marital
separation or divorce.

The second purpose of this practicum is to furnish
an analysis of the contributors to job satisfaction for these
same employees of the program, to give a more complete view of
the issues pertaining to the work that impacts positively as
well as negatively on the counselling staff. What helps to
retain professionals in the highly‘émotional field of family
dispute resolution is equally as important as identifying what
is most stressful.

As a supervisor within this program, this analysis
of both job stress and job satisfaction components will
provide me with an opportunity to refine, enhance, and
increase my supervisory skills in relation to counsellors
increased effectiveness in their work.

The information obtained through this research will
furnish the means to develop an agency plan of strategies and
interventions aimed at decreasing job stresses and maintaining

job satisfaction for counsellors, allowing them to feel
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supported and valued as employees. The practicum research
will involve feedback from employees through their responses
to éuestionnaires and through their input as a group. Their
involvement is a key factor in devising recommendations for
agency implementation as they will be sengitive and
appropriate to employee needs.

The analysis will also add a dimension of more
objective information for the Family Conciliation service when
considering the counsellors needs in future program planning.

I initially began my career development in the field
of family conflict resolution in 1979 when three unified
family Court projects in Canada began. The projects involved
a joint effort by the Court and a social service cbmponent
(mandated by the legislation) to assist families of divoxrce
and separation settle their dispu%es. I worked with the
Saskatoon, Saskatchewan project with four other counselling
staff and a Director. We provided various services to
divorcing families initiated by referral (or Court Order) from
the Court, lawyers, social agencies, and family members. In
1984, I was hired by Family Conciliation in Winnipeg, a new
Court mandated service, and became Supervisor of the Winnipeg
unit in 1989.

Due to the developing nature of these publicly
funded agencies providing assistance to families of divorce,

research was conducted into the viability and effectiveness of

these programs for clients (Sloan and Greenaway, 1988).
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However, what has been missing from the research is
an analysis of the Jjob stress contributors and job
satisfaction contributors for employees of such a high profile
Court mandated service.

The Family Conciliatibn Program in Winnipeg has been
established now for seven years and includes thirteen direct
service staff. Family Conciliation has expanded to other
provincial cities including Brandon (three direct service
staff), The Pas, Flin Flon, and Thompson (each having one
direct service staff). It lays out the opportunity and
context for conducting this practicum.

Studies of work related stress have more focused on
gquantitative aspects. My practicum is intended to'be more
qualitative in order to capture the richness and complexity of
the experience of Family Conciliation Counsellors.

To conclude, it is hoped that this practicum will
serve to meet the following objectives:

(a) To determine what counsellors find to be stressful
components of their work in family conflict resolution
and in their work environment generally.

(b) To determine what contributes to conciliation counsellors
satisfaction with their work and work environment.

(¢) To examine both of the above objectives in order to
increase my knowledge base and understanding about such
factors that then can be incorporated into supervision

planning and program planning.
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(d) To develop recommendations based on the analysis
regarding possible interventions to reduce stress and
enhance satisfaction that can be implemented by the

agency.

Proposed Practicum Outcome

The purpose of this practicum is to gain an
increased understanding of job stress and job satisfaction
variables for conciliation counsellors. The aggragate data
analysis, as well as the responses to open ended questions and
the group feedback sessions, are the sources of information
that will provide a picture for this writer of the attitudes
and perceptions of the work environment at‘ Family
Conciliation. Many research studies end solely with the
analysis of data, supporting or not ;upporting the hypothesis.
This practicum research intends to go a step beyond analysis
and provide realistic, applicable, and obtainable
recommendations to agency management and staff which will
address ways, strategies, and interventions that could help
alleviate Jjob stress and increase satisfaction. Such
recommendations seem appropriate in view of the employees
input and interest in knowing not only what exists but what
can be done about it. It would also be reaffirming for
employees to have feedback about their coping strategies

already in place to deal with stress issues. For instance,

recently a supervisory decision was made to break a larger



6
peer supervision group into smaller, more intense working
groups. The literature review from this proposal suggests
that such a measure is a highly effective means to increasing
feelings of autonomy and productivity. The data analysis from
this research may show a high satisfaction level around
colleague support suggesting that continued means of
strengthening peer group supervision is a helpful
intervention.

The conclusion and recommendations from this
practicum can be viewed as a working document for management
which has been sensitive to employee needs. Considering the
intense type of client work and extensive organizational and
systems influences, the proposal is intended to -address
specific ways to alleviate the stress associated with this.
For instance, a recommendation to maﬁagement that counsellor’s
working in teams of two should be acceptable in a percentage
of cases may address the stress associated with working with
highly volatile clients.

Should it be determined that there is interference
or influence from outside systems, a recommendation may be
that management take a more active role in education and
dealing with these outside systems. This action would protect
employees time and allow them to focus on the client system
solely.

The recommendations derived from this practicum

research will provide an opportunity for management and
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counsellors to work together in making the agency a healthier

and supportive place of work.



CHAPTER ONE

LITERATURE REVIEW



INTRODUCTION

A national United States study conducted by S.
Jayaratne and W. Chess (1984) into levels of job satisfaction,
burnout and turn-over among child welfare, community mental
health, and family service workers suggest that a universal
approach aimed at increasing job satisfaction and reducing
stress is likely to be of minimal value. It suggests that
interventions must be conducted within each setting and must
attend to the idiosyncrasies of each group. Family
Conciliation, with a service guideline most similar to Child
and Family Services, is still very unique in its role and
relationship with the Court and legal disciplines, and this
further warrants an assessment of the special forées that
impact on the work and environment for the employees.

As indicated by the literature review I conducted,
information on job stress and 3job satisfaction for human
service providers is extensive and often focused on child
welfare workers. Studies related specifically to family
conflict resolution services is limited. However, considering
the mandate of Child and Family Services in Manitoba and the
mandate of Family Conciliation, it could be concluded that
parallels exist.

Both services share the guiding principle in the
legislation of "protecting the best interests of the child"
and the workers are mandated to "investigate matters of the

family to determine if the needs of the children are being



9
adequately met (Child and Family Services Act, 1985; Queen's
Bench Act, 1985). How each service carries out its mandate
and the extent of authority is different, with Family
Conciliation’s program providing a wide range of services to
divorcing and separating parents and their children, whereas
Child and Family Services have a greater active authority in
protecting children, and offer a wide range of services to
families in assurance of this.

As a result of their similar objectives, i.e. the
best interest of the child and their work with troubled
families, it is this writer’s opinion that the stressors and
indicators of job satisfaction would be similar. As such, I
feel the literature review, as relates to other human-service
fields, particularly child welfare, offers information on job
stress and job satisfaction thaf, is hypothesized +to be
transferable to employees of Family Conciliation and its
conflict resolution work.

The following literature review has been divided

into four areas of examination. It begins by providing an
overview of job stress in the helping profession. The next
category is that of job satisfaction. The review then

examines some special issues related to work in the area of
conflict resolution with families and lastly, strategies for

prevention and intervention of job stress are addressed.
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JOB STRESS IN THE HELPING PROFESSION

Job related stress factors and their consequences
for employees is not a newly examined issue. Hans Selye
(1956) introduced the stress syndrome and its three stages of
development: the alarm reaction, the stage of resistance and
the stage of exhaustion. He describes stress generally as not
a tangible entity but an abstraction, and that it exists
insofar as the changes it produces can be measured. He also
identifies that stress can be positive "eustress" and harmful
stress is referred to as "distress" (Selye, 1956).

Therefore, stress can be viewed by an individual to
be a challenge or a threat. It can contribute to personal
growth and achievement as well as productivity if it is
channelled appropriately (Maples, 1980).

Many authors and researché&s have examined stress in
various types of work environments. Caplan (1975) described
stress in the work setting as any characteristic or feature of
the job environment which poses a threat to the individual.

Christina Maslach (1982) has contributed a
significant amount of research on burnout which is seen to be
the end consequence of extreme stress. She views involvement
with people as a major source of stress for professional
helpers suggesting that the very structure of the helping
relationship promotes and maintains a negative view of people.

Added to this, major contributors to stress for helpers are:
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(1) A tendency to focus on problems of clients rather than
clients’ health.

(2) A lack of positive feedback accompanied by frequent blame
if errors are made.

(3) The levels of emotional stress of clients who are in
crisis or perhaps are physically or verbally abusive
toward the professional cause feelings of helplessness
and vulnerability in the helper.

(4) The limited possibility of change or improvement and the
limited responsiveness to the professional’s attempts at
encouraging change.

(5) The "likableness" of the client and how this might
intrude on the helping relationship. 4

(6) The implicit and explicit rules that govern the contact
between people often change and’are difficult to clarify.

(7) The personal relevance of the problem to the
professional.

(8) The professional helper getting involved at a personal
level with the emotions and these feelings becoming
stressful.

Emotional exhaustion (the depletion of emotional
resources), reduced personal accomplishment and
depersonalization are symptomatic of extreme stress and occur
primarily among employees who do people-work of some kind.
Regsearch in the area of burnout and stress focus on people

oriented occupations, as it is these groups (eg. social
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services, medicine, criminal justice) that express most
concern about it (Maslach, Florian, 1988).

In the job setting, Maslach (1982) found that
caseload size and demand are stress factors. Professional
helpers can feel out of control and overwhelmed by their
caseloads along with feeling trapped by their jobs. She found
that emotional support from colleagues was a major subscriber
to job satisfaction amongst helpers.

External stimuli including the organizations rigid
rules (Maslach, 1982), change and technical progress and
workplace evaluations (McLean's, 1979) add to the
environmental conditions that place stress on individuals.

External factors are viewed in the literéture as
precipitators of Jjob stress and are pervasive. What is of
greater significance is the suscepf&bility and vulnerability
of the worker. This determines the extent to which job stress
is felt (McLean, 1979).

Personalitycharacteristicsofrmdpingprofessionals
play a major role in how professionals view the events that
happen to them, Stress has been viewed as a reaction to
conflict between an individual’s internal world and reality
(P. Evans, 1986). Cherness and Krantz (1963) argue that
providing an answer to "why," that is, having a belief system
that is based on reality and provides meaning to this reality,
can be preventative to experiences of stress. They suggest

that ideology alleviates burnout by reducing the ambiguity and
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internal conflict inherent in human service work and provides
a buffer against stress.

Maslach (1982) also does not overlook personality
characteristics that people bring with them to the jobs,
sighting unresolved past issues as one potential predictor of
vulnerability to stress. Studies have found that helping
professionals generally have unhappier-than-usual childhoods,
and although their experience adds to their capacity to help
others it also renders the helpers vulnerable to the stress of
work (Evans, 1986). McLean (1979) adds to this list regarding
worker's susceptibility by considering the helper’s age, i.e.
young with limited experience; personal gituation (e.g. an
unhappy marriage or poor health); and perceptions of fhe work
stress. During difficult economic times when high
unemployment and cost of living /prevail, the worker can
experience even greater feelings of being trapped and
overwhelmed by their jobs. How the individual views the
events of hig work situation is the key to whether the event
produces stress for the individual (Meichenbaum, 1983).

All too often however, people are blamed for their
dispositional gualities leading to stress, and the social and
physical environment are not equally viewed as causal factors.
Effects of chronic stress or burnout is reflected in the
employee’s negative attitude, boredom, apathy, etc. and
preventative measures aim at altering the emotional state of

the individual. A social learning theory perspective would
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equate employee behaviour as a direct function of the work
environment that contributes to and maintains stress for the
employee (Sowers-Hoag, Thyer B., 1987).

Some confusion does exist as to whether stress and
burnout are the same or if they are even related. Both are
symptoms of excesses and deficiencies in work tasks as well as
in the expectations and ambiguity of the work environment
(Walsh, 1987).

In reviewing other stress factors inherent in the
helping profession it became clear that it is a commonly
understood notion that stress in general can lead to burnout
if adaptation to the stress is not achieved. Burnout is
described as the breakdown of the psychological defeﬁses that
workers used to adapt and cope with intense job related
stressors (Raider, 1989). Hence; most of the literature
reviewed referred to burnout frequently as the end result of
too much stress for the helper. It is to be noted for the
purpose of this literature review that stress and burnout are
viewed as conditions along the same continuum.

The most common identified stressors leading to
burnout include role ambiguity, role conflict and workload.
These are defined as follows:

Role ambiguity stems from the worker having poorly
defined tasks or tasks that are defined in such broad terms
that they are subject to interpretation and lack of clarity

(Greenberg, 1980). Clear information regarding expectations
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of the worker’s role as well as how to carry out these
expectations contribute to role clarity, therefore good
communication from management is a necessary ingredient (Boyd
and Pasley, 1989).

Role conflict occurs for workers when there is a
discrepancy between their expectations regarding their role
and the agency'’s expectations. Workers can be expected to
conform to a number of expectations simultaneously that are
inconsistent, contradictory, and mutually exclusive
(Greenberg, 1980). Conflicting goals of the organization
verses workers objectives and resource restraints produce an
alienating work environment (MacKenzie, 1989).

The concepts of role ambiguity and role 6onflict
suggests that role stress results from ambiguous expectations
by co-workers and management. i It can decrease Jjob
satisfaction and ineffective coping mechanisms (Boyd and
Pasley, 1989).

Workload overload is common to many professions. It

refers to working excessive hours, having too many tasks, and
making hurried decisions. Irregularity of workload is also
stress producing (Greenberg, 1980). The caseload size and the
nature of its demands can be overwhelming and contribute to
unpredictable expectations and demands (Maslach, 1982). It
has been theoretically argued that increased workload and
related job stress limits front line workers discretion and

control over work, and this coupled with a lack of
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bureaucratic supports, including inadequate resources and
conflicting goals, leads to increased feelings of Jjob
alienation. In an effort to maintain a consistent level of
job spirit, staff tend to adopt lower expectations for
themselves and incorporate time-saving sterotypic behaviours

towards clients (MacKenzie, 1989).

Emotional drain is a result of working with intense
client populations where interaction with clientele is
characterized by repeated arousal. Symptoms such as intense
stimulation, anxiety, and irritability become necessary for
the worker to manage (Raider, 1989). Constant interaction
with clients, peers, and others involved in the human service
profession is a natural consequence of the work, andAresults
in workers dealing with their own values and biases and
consciously being aware of how the;e affect one’'s decisions
and the quality of service (Greenberg, 1980). Conclusions
drawn in some research suggest that extreme stress affects
clinical practice with practitioners having more negative
impressions of their clients both interpersonally and
intellectually (Edelwich & Brodsky, 1980) (Corcoran, 1986).

Another common dilemma facing social agencies and is
a strong contributor to stress is a lack of measurement for
outcome of the service provided (Raider, 1989). In the
absence of objective measurements for success, workers face

unrealistic goals and criteria for client treatment outcomes.

Workers in social agencies also face pressures to
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comply with excessive rules, regulations, and bureaucratic
procedures (Raider, 1989). Policies, procedures, and
standards directly affect the day to day functioning of
workers, yet these workers are often only minimally involved
in their planning and development (Greenberg, 1980).

In a study on job stress conducted by Gibson et al
(1989) involving 176 social workers, seventy percent of these
professionals found their career to be satisfying or very
satisfying. = The most commonly cited stressors included lack
of time to fulfill duties, scarcity of resources, and meeting
deadlines. The major consequence of these stressors were
feelings of lack of personal accomplishment of professional
objectives. Although these social workers reportea a high
level of job satisfaction they were also experiencing
considerable stress (Gibson et al, f989). This would indicate
that job stress and job satisfaction are not synonomous.

Not overlooked by the literature is the impact of
home and family life on employees. Often employees must
balance their professional dedication with dedication to their
family (Greenberg, 1980). The impact of the employee’s job on
family life and the impact of family life on the employee’s
job is considered to be complex. Studies have investigated
whether working outside the home has a positive or negative
effect on a woman'’s self-esteem, marital satisfaction and
parenting role. Alternately, research has examined whether

the stress of family life has an impact on job satisfaction
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and performance (Kline and Cowan, 1988). There is some
speculation that high divorce rates and dysfunctional families
are symptomatic of job stress (Jayaratne, Chess and Kunkel,
1986) but the authors Kline and Cowan (1988) suggest that the
combined factors of employment and home life and how they
influence feelings of stress and satisfaction (at work or
home) is an under-researched area.

It is hypothesized that these preceding stress
factors identified in the literature review will be factors
also identified by the counsellors providing conflict
resolution services to families of divorce. Due to the unique
nature of the Family Conciliation Counsellors work it is also
hypothesized that there will be other stressors idéntified

that are unique to this field of human service.

-

JOB SATISFACTION IN THE HELPING PROFESSION

Along with an analysis of job stress for workers in
the human service field it is equally as important to examine
the sources of satisfaction for these employees in relation to
their work. It has been concluded that job satisfaction is a
major influence for employees remaining in the field (Smith,
1976).

It is generally recognized that job stress and job
satisfaction are not synonymous factors, but correlations
exist. For example, job stress is negatively associated with

job satisfaction as identified by B. McKenzie (1989) in his
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study of the impact a large organizational restructuring had
upon child welfare workers in Manitoba.

Job satisfaction can be defined as an affective
response of the worker to his or her job (Smith, 1976). It is
considered to be determined by externally-controlled factors
including promotion, pay, supervision, working conditions, and
personal growth factors that are an intrinsic function of the
work itself. Intrinsic factors can include autonomy, sense of
learning and accomplishment, and utilization of skills. Some
research suggests that the extrinsic aspects of the work more
highly effect family life. However, the reverse of this could
also be possible in that the family (or spouse’s) view of and
reaction to the employee’s work could also efféct the
employee’s perception of satisfaction with their jobs (Zedeck
et al, 1988). The dissatisfied or t;oubled worker can lead to
increases in absenteeism, tardiness, the inability to complete
tasks, low morale and more illness. Results of a study done
by M. Maynard (1986) show that support networks such as
family, friends, and professional support interrelates with
job sqtisfaction and facilitate the overall adjustment and
well-being of the worker.

The review of the literature concerning research on
job stress found that child welfare workers were often a
source of study suggesting that child welfare workers work
under extreme stress and suffer from its.consequences. In

contrast there is less information on conditions experienced
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by other mental health practitioners and whether the stresses
and job satisfaction influences are dissimilar to child
welfare work (Jayaratne and Chess, 1984)

However, D. Vinokur-Kaplan (1991), in a national
survey of social workers who had been in child welfare
practice for one year, found that the majority (66%) were
quite satisfied or very satisfied with their jobs. This
author emphasized the need to examine factors that attract and
retain workers in order for agencies to be more effective in
recruiting and retaining professionals. She acknowledges how
research that focuses on the high levels of stress and
turnover among social workers in child welfare practice can
diminish the ability to attract new professionals. -Factors
examined in terms of the influence on the workers’
satisfaction with their work environhent included salary, work
with clients, work conditions, feelings of accomplishment, and
work with colleagues. Work with clients and colleagues were
factors found to contribute most frequently to job
satisfaction. Associated more frequently with job
dissatisfaction were dissatisfaction with salary and with
feelings of accomplishment.

Jayaratne and Chess (1984) studied job satisfaction
and burnout among three groups involving workers in the family
service field, community mental health field and child

welfare. They found that the best predictor of job

satisfaction for all three settings was promotional
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opportunities. The other indicators of job satisfaction
varied in the three settings suggesting that each field of
practice differs. A universal approach aimed at reducing job
stress or increasing job satisfaction would therefore be
inefficient Dbecause each area of practice has its own
idiosyncrasies to consider.

In assessing the job satisfaction influences for
conciliation counsellors, literature suggests that a sense of
accomplishment and promotional opportunities are major
contributors to satisfaction for other human service
providers.

P. Smith (1976) maintains that the study of job
satisfaction in an organization can be viewed as aﬁ end in
itself as it can be indicative of the success of management as
well as a desirable goal of managemént. The Cornell Studies
of Job Satisfaction (Appendix B) initiated in 1959 were
developed to study job satisfaction among a representative
cross section of workers in the United States. The goal of
the study was to relate job satisfaction to measurable company
and community characteristics and to the characteristics of
the individual worker (Smith, 1976).

Satisfaction, particularly with the communication
and relationships within an organization, are seen to bond the
individual’'s commitment to the organization. Commitment
involves a belief in an acceptance of the goals of the

organization, willingness to exert effort on behalf of the
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organization, and contributes to decreased turnover (Kydd et
al, 1990).

Employee satisfaction with their work and employee
morale should help gauge selection, training and supervisory
programs in organizations (Brayfield and Roth, 1951). These
authors relate job satisfaction to an individual’'s attitude
towards his or her work and this definition helped create the
Index of Job Satisfaction (Appendix A) that measures
employees’ attitudes about their work and will be used as a

piece of analysis in this practicum.

SPECIAL ISSUES FOR CONCILIATION COUNSELLORS

The field of family conflict resolution is ﬁroposed
to face challenges and stressors associated with the
management of inter-human conflicé that is permeated with
dealing with other people’s emotions and anger.

It is concluded that the reduction of inter-parental
strife is most fair for the child in the long run in light of
the parents divorce. Fairness and feasibility of plans must
exist for the family system rather than one individual
(Saposnek, 1985). The conciliation counsellors role and
function exists to assist in reducing the conflict and strife
between parents. A highly visible and utilized service they
offer as a means to reduce conflict is mediation.

Mediation is defined as a dispute resolution

procedure where a third party attempts to assist two or more
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disputants in reaching agreement (Ross, Conclon and Lind,
1990). It has also been defined more simply as the management
of the people’s negotiations (Haynes, 1986).

Stress is seen as a necessary component in mediation
as it is a high motivator for the parties to settle. For
those providing the mediation the atmosphere of stress also
creates certain stresses for the worker to deal with. These
include:

(1) Being confounded by issues presented by the parties.

(2) Being challenged on credibility and threats to it.

(3) Dealing with the potential of breakdown in negotiations.

(4) Receiving blame for unsuccessful mediation or being
unable to keep the parties away £rom exbressing
hostilities.

(5) Dealing with the potential forlviolence (directed at the
worker or between the parties).

(6) Being unable to provide order to the controversy.

{(7) Dealing with deadlocks or impasses that stall
negotiations.

(Kirkpatrick, 1984)

Mandated family dispute services face additional
challenges and stressors associated with the fact that their
clients are often less voluntary and more seriously entrenched
in bitter conflict as a result of legal and Court action

having taken place. Mediation clients can be more volatile
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even though the mediation is still considered a voluntary

method of settlement. However, another major component of the

conciliation counsellors work is Court ordered family
assessments where the parties are expected to participate.

Since the Court must make a decision on the on-going custodial

arrangement for the children involved, they often require the

comprehensive family assessment. The mandated service
therefore, deals with serious problems as identified by

Baker-Jackson, Hovsepian and Terrick (1984) including:

(1) Dealing with hostile, angry clients.

(2) Dealing with parent’s unresolved marital conflict and
negative intimacy.

(3) Needing to appear neutral and not taking sides.~

(4) Dealing with extreme values, religious, and parenting
differences. ’

(5) Dealing with allegations of sexual and physical abuse of
children as well as allegations of alcohol and drug abuse
by one or both parties.

(6) Deciding when supervision might be indicated to ensure
children’s safety.

(7) Dealing with confidentiality (in mediation) and sensitive
issues in a milieu of other systems being involved, i.e.

lawyers and the Court.

Long hours of dealing with intense conflict

situations is an inherent stress of the job for conciliation
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counsellors which has not been readily addressed (Baker,
Jackson, Hovsepian and Terrick, 1984). The literature
generally acknowledges the types of situations these
counsellors must deal with and then focuses on the knowledge,
skills and strategies needed to intervene effectively
(Saposnek, 1985).

Many levels of skill are seen as essential to
providing good service, and success depends as much on the
counsellor’s ability to be sensitive to and deal appropriately
with emotional dynamics of the parties than in their technical
competency (Brown, E., 1987).

The practitioners must deal with a complexity of
tasks encountered daily including work with all agé groups
(eg. adolescence, children and adults), various special needs,
and clients coming from a wide rangé of cultural backgrounds.
A study conducted by D. Vinokur-Kaplan and A. Hartman (1986)
of service providers in child welfare practice identify a
similar range of activities that child welfare workers must
provide. They suggest that the work demands that
practitioners have a broad background of education and
experience in order for practitioners to deal with the high
stress involved in the work (Vinokur-Kaplan, Hartman, 1986).
Since the tasks of Family Conciliation counsellors demand
similar knowledge, their on-going education and skill-
development could be viewed as important to coping with job

stress.
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STRATEGIES FOR PREVENTION AND INTERVENTION
Stress management has been a widely covered topic
for over a decade now, with the research spanning primarily
psychology and psychiatry disciplines that addresses clinical
issues facing individuals and groups under stress
(Meichenbaum and Jaremko, 1983). These authors provide a
thorough survey of the literature that speaks to how complex
and multi-faceted interventions for stress can be, including
training programs and group work on cognitive reorganization.
On the 1less complex side of formulas for stress
reduction are coping mechanisms that emphasize personal
awareness and personal strategies including physical activity,
relaxation techniques, changing attitudes or changing elements
of the situation that are causing stress (Meichenbaum, 1983).
In their study of the nece;sary attributes for child
welfare workers, D. Vinokur-Kaplan and A. Hartman (1986)
postulate that certain routine job tasks and unpredictable
emergencies detract from the workers being able to develop
resources for clients and their own professional development.
These functions would contribute to more organized, time
saving work, better service, improved skills and consequent
possible reduction of job stress. Their findings point to the
importance of the organization reviewing the time and task
allocations of workers, i.e. ways to restructure jobs,
reallocate some tasks (eg. administrative paperwork) and

facilitate the completion of routine tasks (eg. computerized
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information systems).

The literature regarding the alleviation of stress
for human service workers primarily addresses how social
support is the buffer to stress. It is hypothesized that
support from others may be related to how effectively
individuals cope with stress (Caplan, 1974; Cobb, 1976).

Interventions aimed  towards facilitating the
development of social support systems could represent an
important direction within the human service field for
promoting physical and mental health with implications for
both prevention and treatment (Schradel and Dougher, 1985).

In attempting to find a definition for social
support there seem to be no complete, preciée, and
consensually agreed upon definition. Caplan (1974) emphasizes
emotional support is when the sighificant others help the
individual mobilize his psychological resources and master his
emotional burdens; they share his tasks, and they supply him
with extra supplies of money, materials, tools, skill, and
cognitive guidance to improve his handling of his situation.

Other essential features of emotional support are in
providing informational feedback and the provision of social
relationships which supply attachment, social integration,
opportunity for nurturing others, reassurances of worth, a
sense of reliable alliance, and the obtaining of guidance
(Schradel and Dougher, 1985).

Studies have shown that work stress is related to
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high levels of psychological strain and limited social support
from co-workers. Methods suggested to deal with work stress
include emotional support, supervisor feedback, and
organizational clarification (Himle, Jayaratne and Thyness,
1989). Although research has shown that excessive workload is
significantly related to high levels of stress for workers and
consequently leads to burnout, some researchers argue that
social workers who experience emotional and practical support
are more able to endure demanding workloads (Koeske and
Koeske, 1989). These researchers hypothesize that social
support and personal accomplishment act as buffers against
stress. Their study evaluates the notion that stress is
postulated to be the mechanism by which work demands place
unsupported and ineffectual social workers at risk for

-

burnout.

In a three year demonstration project conducted by
T. Carrilio and D. Eisenberg (1984) involving the use of peer
support to deal with social worker morale problems, it was
found that the use of teams benefited morale and positively
affected service delivery to elderly clients. Team workers
were responsible for their own organizational autonomy and it
was found that team staff felt more in control of their
caseloads, had more peer support, felt less isolated and
alienated as they could rely on help from co-workers to deal
with difficult issues and cases. Team members showed enhanced

morale compared to the control group, who worked individually
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and were less in control of their workload. Team strengths
included a quicker response to crisis, fewer institutionalized
clients, individual members were utilized more wisely, and
there was a sense of autonomy and auxiliary staff were more
involved.

Findings in other studies suggest that contact with
people is an important element in the employee’s experience of
satisfaction with the job and commitment to it. People can be
a major source of distress, frustration, and conflict in
direct-service ©professions, and negative interpersonal
experiences have an equal although reverse impact on workers
as opposed to satisfying and rewarding contact (Gaines &
Jermier, 1983; Leiter and Maslach, 1986). |

Social support is derived from both colleagues and
supervisors, two different types’{of job contacts. For
instance, negative contact with supervisors is associated with
organizational stress and role conflict. Contacts with
supervisors that are stressful increase the workers feelings
of emotional exhaustion. However, with frequent positive and
supportive contact with peers this emotional exhaustion can be
decelerated (but not necessarily eliminated) (Leiter and
Maslach, 1986).

The nature of peer support, as well, effects
workers. The availability of a confidant and the opportunity
for positive evaluation are important attributes of a peer

relationship. This may therefore show that job related stress
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is affected by social support but, it varies as to whether the
strongest effect is derived from colleagues or supervisors
(Henderson & Argyle, 1984).

An hypothesis that can be taken from the studies on
social support and its effect on human service providers is
that support from peers and supervisors has a major impact on
lowering the negative effect of stress on workers, allowing
them to be more effective and find their work more satisfying.

When a work environment emphasizes relationship
dimensions, people working in the setting are more satisfied
(Moos, 1987). This author promotes that ©positive
relationships foster commitment and motivation, reduce
absenteeism and staff leaving, and generally make fhe work
setting more stable.

The Work Environment Scaie (WES) measures how the
social climate of an organization influences the employees.
The scales, developed by R. Moos (1985), can identify settings
that need improvement, pinpoint the problem areas, helping to
make and evaluate changes. A process which is seen to be
successful in doing this include assessing the social climate,
giving feedback to the participants, planning and implementing
change, then reassessing the setting. This approach to
planning and monitoring change is seen to have the benefits of
helping employees express their views in a comfortable way,
and helps them understand their environment better. It also

assists supervisors and managers to create a supportive
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environment, emphasizing both personal growth and an organized
work setting. Such a process also increases involvement of
employees, encouraging working together to improve the work

environment.

CONCLUSION OF THE LITERATURE REVIEW

The purpose of this practicum is to provide an
assessment of what contributes to job satisfaction and job
stress for conciliation counsellors to enhance the framework
of supervision and agency planning. The literature review has
focused on key elements that cause job stress in human service
practitioners, and then more specifically those involved in
conflict resolution. The theme in the literaturé review
suggests that all human service providers must deal with
client’s emotions and contend with role conflict, role
ambiguity, and other work environment stresses. It was
assumed that conciliation counsellors will address many of the
same issues and identify other stressors more uniquely
associated with ﬁhe conflict resolution work.

Job satisfaction, according to the literature is
found by practitioners to be primarily in their work with
clients, and in promotional opportunities within their agency
setting. However, the literature tends to focus more on
stressors and stress management. It might be concluded that
if certain stresses were dealt with that practitioners would

be more satisfied with their work.



CHAPTER TWO

INTERVENTION
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THE SETTING
The setting for this practicum is Family
Conciliation. It is the social service component of the
Family Division, Court of Queen’s Bench, Manitoba but operates
under the auspices of the Manitoba Department of Family
Services. The legislation that enables conciliation
counsellors to act on behalf of the Court in their role of
mediator and family evaluator is the Court of Queen’s Bench
Act of 1984 concerning the jurisdiction of the Family
Division:
"Referral to Mediator:
47(1) Where a Judge or Master is of the opinion that an
effort should be made to resolve an issue otherwise than
at a formal trial, the Judge or Master may, at any stage
of the proceeding, refer the issue to a mediator.
47(2) A mediator to whom an issue is referred under
subsection (1) shall attempt to resolve the issue."
"Family Evaluator:
49(1) Where a Judge or Master is of the opinion that a
report of a family evaluator is required at a hearing
with respect to custody, access, or a related family
matter, the Judge or Master may by order or appoint a
family evaluator."
"Duty of Family Evaluator:
49(2) A family evaluator appointed under (1) shall

interview the parties and such other persons as may be
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appropriate and shall provide to the Court a report
containing information and opinion relevant to custody,
access, or a related family matter that is an issue in

the proceeding..."

(Court of Queen’s Bench S.M., 1988-89, C4-Chap. C280)

Since Family Conciliation operates within the

Department of Family Services it also provides a public

service to families of divorce. These services include:

(1)

(2)

(3)

Mediation: This service consumes approximately 45% of
the conciliation counsellor’s caseload. It has been the
gervice primarily addressed in the literature. It'’s more
broad definition is that it is a structured‘process
within which an objective third party (the mediator) acts
as a facilitator with pareﬁts, to assist them in
identifying the on-going parenting issues in dispute, to
negotiate and to arrive at an effective agreement which
is in the best interests of the family.

Conciliation Counselling: This is a short term, goal

oriented counselling service for individuals, couples and
families that is aimed at helping people make decisions
about the marital separation and the resulting
reorganization of the family.

Information and Referral: This service is provided on a

daily rotation basis by each counsellor and is a means to

screen for potential family conciliation clients or to
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discuss with the client alternate methods or services

which may be appropriate.
Conciliation counselling and intake (information and
referral) duties consist of 20% of the conciliation

counsellors workload.

(4) Court Ordered Assessments: This is a service provided

only on order from the Court. It is a process of
gathering information and formulating a professional
opinion regarding what is in the best interests of the
children in terms of their on-going care after a

separation or divorce.

Referrals to Family Conciiiation are made by lawyers
(39%), the Court (21%), self (36%) and others (including
external agencies) (4%). (Based on the 1988-89 statistical
annual review of the agency.)

As indicated in the introduction there are 13 direct
service staff in the Winnipeg Family Conciliation unit and one
staff position in each of Flin Flon, Thompson, and The Pas
(however, currently only Thompson has a staff person while the
other two were vacant positions), and three direct service
staff in Brandon. This provided a total of seventeen
counsellors to contribute to the analysis. Of this seventeen,

there were five males and twelve females, ranging in ages from
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26 years to 53 years. Their experience in the social service

field ranged from five to 26 years.

SUPERVISION:

Professor Ruth Rachlis, my practicum advisor, was
available for consultations in relation to the procedure and
progress of the practicum. This practicum has been approved
by the Assistant Deputy Minister and the agency Director.
Members of my practicum committee are Ruth Rachlis, M.S.W.
Faculty of Social Work, Dr. Harvy Frankel, Faculty of Social

Work and Dale MacKenzie, M.S.W.

PROCEDURE::

The procedure involved in this practicum included

the following:

(a) An introduction to the practicum, its objectives and
goals, was done by means of an individual interview with
each direct service staff. The purpose of this interview
was not only in providing information but addressing any
questions the staff had in how the information would be
utilized. The cooperation of staff in completing
guestionnaires about their perceptions of their work
environment was viewed by this writer as being contingent
upon the trust and openness in regards to the use of the
information. Following this initial interview the

questionnaire package was provided with a stamped
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addressed envelope.

(b) There was five scales administered (described under
methodology) . These scales include the Brayfield and
Roth (1951) Index of Job Satisfaction (Appendix A); the
Cornell Job Descriptive Index (JDI) Appendix B (Smith,
1976); the Work Environment Scale both the Real Form
(Form R) and the Ideal Form (Form I) (Appendix C) (Moos,
1987) and the Crowne-Marlowe Social Desirability Scale

(Crowne, Marlowe, 1964) (Appendix D).
In addition to the scales a list of open ended
questions were provided that were intended to capture any
special issues counsellors had in relation to perceptions of

job stress and job satisfaction (Appendix E).

(¢) Upon completion of the analyéis of the above scales
feedback meetings were held with the staff as a group to
not only provide information about the analysis, but to
focus on group participation in developing ideas
pertaining to strategies that could be utilized to
enhance and reinforce job satisfaction as well as tools
for decreasing areas of stress.

In concluding the practicum I planned to develop
directions that are feasible for supervisory and agency
planning based on the analysis, in addition to employee
participation and my own interpretation of both of these

sources of information.
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METHODOLOGY :

The gquantitative Index of Job Satisfaction

(Brayfield and Roth, 1951) is one measurement of job
satisfaction used (Appendix A). This index refers to
"overall" job satisfaction rather than specific aspects which
the other measurements should address.

The Index of Job Satisfaction is sensitive to
variations in attitude permitting quantification of expression
about the job in general. The index was developed by the
authors based on a working approach to it that assumed job
satisfaction could be inferred from the individual’s attitude
towards his or her work.

Other attitude scaling techniques widely uéed were
those of Thurstone (1929) and Likert (1934). The Index of Job
Satisfaction borrows from both. Tﬂurstone eliminated items
referring to specific aspects of the job since an "overall"
attitudinal factor was desired; thus items regarding pay,
working conditions, etc. were eliminated. (However, for the
purpose of this practicum, I believe an overall attitude about
the job needed to be accompanied by other measurements that
can address the specific reasons that relate to the general
level of satisfaction or dissatisfaction.)

The Index of Job Satisfaction uses the Likert method
of scoring consisting of five categories of agreement to
disagreement (Likert, 1934).

The 18 items were selected so that the satisfied end



38

of the scale is indicated by strongly agree and agree and the

other half of the items is indicated by strongly disagree and

disagree. Undecided is a neutral response.

The scoring weights for each item range from 1 to 5
and the range of possible total scores is between 18 to 90,
with the undecided or neutral point at 54. Therefore, a low
total score would represent the dissatisfied end of the scale
and a high total score the satisfied end. The odd-even
product moment reliability computed for a sample administered
this scale was .77 which was corrected by the Spearman-Brown
formula to .87.

The scale administered to conciliation counsellors
yielded a range of job satisfaction scores from which fhe mean
and standard deviation were obtained.

Following an analysis of/the general level of job
satisfaction of the employees, the subsequent scales were
expected to show what contributes to the level of
satisfaction/dissatisfaction as demonstrated by the Index of
Job Satisfaction.

The Cornell Job Descriptive Index (JDI) developed
through the Cornell studies of job satisfaction initiated in
1959, had a goal of relating job satisfaction to measurable
organization and community characteristics and to
characteristics of the individual worker. The measurement was

created on the rationale that job satisfaction is a desirable

goal of management and a standard by which to Jjudge good
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management practices and policies (Appendix B).

As well, the measures are considered to be a
precondition for the testing of various general theories of
attitude, i.e. those specifically concerned with factors that
produce satisfaction and the factors correlated with it such
as community, organization and individual characteristics.

The measure takes into account indiscriminately
different aspects of the work situation (e.g. the work itself,
supervision, pay, co-workers and so forth) which aims at
identifying the relationships between different aspects of the
job situation and the individual and organizational
characteristics.

The measure has demonstrated reliabiliﬁy both
internal consistency and stability over time with the same
individual. The internal consistéhcy reliabilities of the
five JDI sub-scales range from .80 to .88. The scale is also
considered valid.

The JDI measures five areas of job satisfaction:

(1) Satisfaction with work.

(2) Satisfaction with pay.

(3) Satisfaction with opportunities for
promotion.

(4) Satisfaction with supervision.

(5) Satisfaction with co-workers.
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The pay and promotion scales include nine items each
and the work, supervision and co-workers scales include
eighteen items each.

Adjectives or short phrases accompany each area with
a blank to be used for the answer Y(yes) or N(no). The
participant is asked to indicate how well the phrase describes
his job. If he cannot decide a "?" can be used.,

The JDI yields five scores, one for each scale.

These scores are obtained by adding up the number of
responses within each scale. About half the items chosen for
each scale are positive, so that a "Y" response would indicate
satisfaction, and about half are negative so that an "N"
response would indicate satisfaction. [Thus a person.who put
a "Y" before every item would not have a high (satisfied)
score]. ’

The JDI, from its wuse in other studies, yields
measures of satisfaction with five different aspects of jobs
which are discriminately different from each other; the
average correlation Dbetween the different scales is
approximately .37 which is low enough to indicate a great deal
of discrimination among the five areas (Smith, 1976).

The environment scales developed by Paul M. Insel
and Moos (1987) help understand the basic dimensions of social
settings, how people are influenced by them, and how people

adapt to them. With this knowledge better consultation and

intervention programs can be planned.
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The work environment scale (WES) (Appendix C)
assesses the social climate or "personality" of the work
setting. It is based on a principle that each employee in the
work setting has an image or perception of it, and this
impression has a strong influence on the employee. The WES
has ten subscales which are divided into the following sets:

(1) The Relationship Dimension is measured by the
Involvement, Peer Cohesion and Supervisor Support
subscales which assess the extent to which
employees are friendly and support each other and
the extent to which management encourages this.

(2) The Personal Growth Dimension is measured by
Autonony, Task Orientation and Work ?ressure
subscales. They assess the extent to which
employees are encouragéd to make their own
decisions and if work and time pressures are
prevalent.

(3) The System Maintenance and System Change Dimensions
are measured by Clarity, Control, Innovation and
Physical Comfort subscales. These assess the
extent to which employees know what to expect in
their daily routines and how clear policies are
communicated. It also assesses the extent to which
management uses rules and pressures to keep
employees under control as well as the emphasis

there is on change, variety, and new ideas. The



42
employee’s perception of the comfort and
pleasantness of the physical surroundings is also
assessed.

The 90-item WES, to which employees indicate a true
or false to each statement, were given to each conciliation
counsellor for completion.

The development of the WES, according to it's
author, was based on several methods including constructing
items through structured interviews with employees in
different work settings. Other social climate scales had
items which were also adapted.

Each item on the scale has a focus on an aspect of
the work setting that identifies an emphasis on interﬁersonal
relationships, areas of ©personal growth, and on the
organizational structure. For exa%ple, an emphasis on work
pressure 1is determined by items such as "there always seems to
be an urgency about everything" or "there is constant pressure
to keep working."

Both the Real Form and the Ideal Form (Appendix C)
were provided to participants to allow there to be a
comparison between how the employees view their current
environment and what they consider to be a preferred
environment. From this comparison an index can be obtained on
how well the qurrent environment matches the preferred
environment, providing a more complete picture of the setting

and better insight into problem areas.
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Scoring of the WES forms involves counting the
number of true responses for each subscale. The subscales are
I (Involvement); PC (Peer Cohesion); SS (Supervisory Support);
A (Autonomy); TO (Task Orientation); WP (Work Pressure); C
(Clarity); CTL (Control); INN (Innovation); COM (Physical
Comfort).

An average score was calculated for all eﬁployees
for each subscale, providing a basis for achieving standard
scores and a means for comparison of the WES Real and Ideal
Scales.

The WES Interpretive Report Form allows for
comparison of the scores to work groups generally (Appendix
J), e.g. on WP (Work Pressure) scores between 0-2 indicate
below average degree of work pressure and time urgency in the
job milieu, whereas scores between 7:9 indicate a considerably
above average degree of work pressure and urgency about
everything.

The WES was a more specific means to assess both the
negative and positive aspects of the work environment for
Family Conciliation counsellors. This formed the rationale
for their indications of level of general satisfaction with
their work.

The authors of the scale have used both conceptual

and empirical methods to develop them. The empirical criteria

met include the following:
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"(a) To have a reasonable response distribution, that
is, not to be answered true or false by more than

80 percent of the respondents.

(b) To discriminate significantly among settings.

(c) To be relatively free of social desirability
response set.

(d) To be positively correlated with other items on its
dimension.

(e) To correlate more highly with its dimension than
with any other dimension.

(Moos, 1987, pp.27)"

The Work Environment Scale test-retest reliabilities
are all in an acceptable range, varying from a low of .69 for
Clarity to a high of .83 for Involvement.

A measure of response distortion due to social
desirability influences was utilized. The Marlowe-~Crowne
Social Desirability scale has had considerable use in research
and is considered to be a reliable measure of whether or not
a respondent’s responses are being influenced by their belief
of what a "good answer" is (Strahan & Gerbasi, 1972) (Crowne-
Marlowe, 1964) (Appendix D).

To determine the reliability of the MCSDS, internal
consistency and test-retest coefficients were obtained by it'’s
authors on a group of fifty-seven subjects, who took the scale
on two occasions separated by one month intervals. The
internal consistency coefficient (Kuder—Richardsonf for the
form was .88. The test-retest correlation was .88, indicating
a satisfactory level of reliability.

The open ended structure questions of the additional
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comments section of the questionnaire package (Appendix E) is
designed to allow conciliation counsellors to address their
perceptions of the speciality of their work as a Court
mandated family service agency. The questions are designed to
direct comments about the experience with stress related to
conflict resolution work. The assessment of the responses
will be a qualitative means of capturing special themes and
experiences of the counsellors. These themes will be
addressed also in the group meeting for feedback, and will be
utilized generally in the concluding proposal for agency

directions.




CHAPTER THREE

FINDINGS
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INTRODUCTION

The analysis of the factors contributing to job
stress as well as job satisfaction includes essentially two
sources of data; the responses to the questionnaires and group
meetings with conciliation counsellors. As described in the
methodology, the questionnaires were distributed to seventeen
conciliation counsellors once the individual interviews for
the purpose of introducing the practicum had occurred. The
interviews with staff prior to them receiving the
questionnaires took approximately one half hour to complete.
A preview of the purpose and intended outcome was discussed
with them as well as a brief description of the
questionnaires. Questions or concerns from staff were‘fielded
with only one concern expressed by an individual. It related
to the —confidentiality of the “"additional comments"
gquestionnaire. A suggestion arose which was accepted
pertaining to how individual respondent’s handwriting styles
could not be identified. It was specifically suggested that
comments be typed.

| The primary responses received from staff were
positive in that they felt that a better understanding of
stress factors on their job, as well as identifying areas of
satisfaction, would be a useful process for them. Interest
and commitment to the process was evident by the high response
rate. Of the seventeen questionnaires distributed, fifteen

were returned completed.
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The analysis which follows includes the findings of
each questionnaire, the Job Questionnaire, The Cornell Job
Descriptive Index, the Work Environment Scale (Real and Ideal
Forms), the Marlowe-Crowne Social Desirability Scale, and a
summary of comments derived from the structured questionnaire.

The analysis of the questionnaires and the resulting
recommendations would not have been complete without the group
meetings held with staff. At these meetings the findings were
discussed. The analysis then provided the forum and
opportunity to begin a problem-solving process, the outcome
being some feasible recommendations that the agency could
utilize.

There were two one and one half hour meetiﬁgs, one
week apart, held with the Winnipeg unit staff and one three
hour meeting held with the Brand&h unit. (The one other
regional staff provided with a questionnaire package was on
leave of absence during the time frame the group meetings were
being held.)

In between these meetings and prior to the meeting
with Brandon, a written summary of questions and ideas arising
from the initial Winnipeg meeting was provided to staff, along
with some additional ideas of my own for their discussion.
For instance, the emotional drain of client work was

identified as a major source of stress. Some suggestions

included:
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(a) That providing clients feedback on the outcome of Court
Ordered Assessments need not be done with particularly
angry, abusive clients, and that if interviews are
scheduled with potentially angry, volatile clients, that

a supervisor be present.
(b) That on a more regular or routine basis, conciliation
counsellors work in teams of two for mediation as well as

for Court Ordered Assessments.

There was strong attendance at the group meetings
with ten employees present at each Winnipeg unit meeting, and
three conciliation counsellors and their supervisor present at
the Brandon unit meeting. The higher level of intefest, as
indicated by the participation and generation of ideas, may
have also been influenced by recenflstressful experiences of
the staff. For instance, within the previous eight months
there had been a change in personnel at the director and
supervisor levels; staff or program cutbacks were possible in
a time of reduced government spending; there was also a
shortage of staff and vacant positions existed due to a
staffing "freeze."

The agenda for these meetings was designed basically
as follows:

(1) Objectives of the Practicum (Review)

(2) Job Stress and Job Satisfaction Defined

(3) Questionnaire Results and Interpretation of Results
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(4) Contributors to Job Satisfaction
(5) Contributors to Job Stress

(6) Brainstorming and Discussion

The group sessions with staff members greatly
enhanced the analysis and outcome of the practicum. The
comments, suggestions, and issues discussed regarding the
findings will be addressed within the analysis of each
questionnaire, as the staff feedback provided important detail
as to the clinical validity of the findings in addition to
overall results and recommendations.

Once the proposal was developed a meeting was held
with employees in Winnipeg for their further inpuf. (The
other units were asked for their written comments). This

concluded the analysis for the purpose of the practicum.

However, the ground work for changes was established.

THE JOB QUESTIONNAIRE (JQ)

Total possible scores for the JQ range from 18-90.
(The higher the score the greater the satisfaction.) The Mean
of 58.2 suggests that Family Conciliation employees are
moderately satisfied with their Jjobs. The Mean scores of a
comparative group of forty-nine males and forty-two females in
a range of occupations was 70.4 with a Standard Deviation of
13.2 (Brayfield & Roth, 1951). T-tests were conducted to

compare the Means of Brayfield & Roth’s group of ninety-one
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individuals from various occupations and the Family
Conciliation group. The test revealed a T value of 3.674 with
P<.05, indicating a significant difference between the smaller
group and the larger group. However, another smaller
comparative sample group which involved forty individuals
employed in occupations more appropriate to their interests.
The Mean of this group was 76.9 with a Standard Deviation of
8.6. There was no significant difference between the Family
Conciliation group and the comparative group (T=1.542, P>.05).

Table 1 presents the Frequencies, Mode, Standard
Deviation, and Range of the Family Conciliation groups’
responses to the JQ.

The Range of scores (54 to 64) and the Standard
Deviation of 2.256 suggests there is little variance in the
responses to the questionnairé. Post-guestionnaire
discussions with the employees indicated that limited variance
would be an accurate reflection of the group’s homogenous
nature and that their attitudes towards their job is similar.
For instance, although no one agrees their job is like a hobby
to them and they enjoy their leisure time more than their

work, they also would generally agree they were not bored with

their jobs and liked the work.
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Table 1

Job Questionnaire Findings
For Family Conciliation Counsellors

N = 15

Score Frequency Percent
54 1 6.7
56 2 13.3
57 2 13.3
58 5 33.3
59 2 13.3
60 1 6.7
61 1 6.7
64 1 6.7

Total 15 100.0

Mean 58.2 Standard Deviation 2.256

Mode 58 Range 10

Median 59

Job satisfaction was perceived by several mémbers of
the staff who had worked in other social service agencies as
being more pronounced at Family Co;ciliation. In order for
job satisfaction to exist the work must be rewarding. It is
important for the practitioners to think their intervention is
having a positive impact on families.

At this stage of group discussion it was clarified
by the group that job satisfaction and job stress are two
distinct components of their work. In other words, job stress
could be great and there could still be high job satisfaction,
a situation that conciliation counsellors feel does apply to
them. In other circumstances, job stress could be low but

satisfaction high which is likely a more ideal situation for

most employees. As well, job satisfaction could be low and
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job stress high which would be characteristic of an

undesirable work situation.

As addressed in the literature —review, the
measurement of job satisfaction for employees is an important
end in itself, as it is also an indication of whether or not
the organization is achieving its goals (Smith, 1976). An
assumption that could be made 1s that highly satisfied
employees are more productive, committed, and innovative. 1In
a large bureaucratic structure such as government, the issue
of employee job satisfaction would be a difficult focus due to
public demands and expectations. Therefore the task of
ensuring a work environment produces employee satisfaction
becomes that of the program administrators as weli as the

employees themselves.

THE CORNELL JOB DESCRIPTIVE INDEX (JDI)

This questionnaire is intended to more specifically
measure the factors which produce satisfaction including
promotion, supervision, and co-workers (Appendix B). High
scores on these subscales indicate high job satisfaction.
Table 2 identifies the maximum total score that could be
obtained on each subscale, the actual Mean score, the
associated Standards Deviation, and the percentage of the

maximum score that the Mean score represents.
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Table 2
Cornell JDI
N=14

Maximum

Possible
Subscale Score Mean SD % Mode Range
Work 18 12.571 1.505 70 13 5(10-15)
Pay 9 4.857 1.834 54 6 7 (0-7)
Promotions 9 2.856 1.994 21 2 7 (1-8)
Supervision 18 16.286 1.816 90 17 7(11-18)
People 18 15.643 1.737 87 16 6(12-18)

(Comparative group studies were not found to
determine differences between the Family Conciliation groups
scores and other work groups. For the purpose of this
exploratory research, of greater interest is what the subscale
scores indicate about the nature of the group under study.)

Correlations were done between the Job Questionnaire
and each of the five subscales of the Cornell JDI. Several
measures were obtained including Kendall’s Tau C., Gama and
Pearson'’s R. Only Pearson’s R. showed values approaching
significance between the JQ and Cornell JDI work and
supervision subscales. The more conservative measures of
correlation were not close to significance.

The scores for the JDI suggest that Family
Conciliation counsellors are more satisfied with supervision
and their co-workers, moderately satisfied with the work and
pay level, and not satisfied with the potential for promotion
in their workplace. There is a greater variance in individual

scores for the pay and promotion subscales, showing some
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diversity within the group on their feelings of satisfaction
with these. Group discussion identified that the level of
satisfaction with pay could be based on the economic realities
of personal situations. As well there was general agreement
that direct-service practitioner’s salaries within government
are believed to be consistently lower than other professionals
working with the same client population (eg. lawyers and
clinical psychologists).

The variance in satisfaction with promotion was
addressed by the counsellors as well. Although overall
satisfaction with opportunities for promotion is low, staff
identified that a small program such as Family Conciliation
would have fewer opportunities than larger organizations. It
was also agreed that promotion may not be a desirable goal of
some staff who prefer developing/ théir career in direct
service work. This was considered to be a highly legitimate
goal, however increases in salaries or promotions do not
reflect the skills and knowledge of individual workers, but
delineate between direct-service and management skills.

The variance of individual scores pertaining to
level of satisfaction with work, co-workers, and supervision
shows 1little difference among the counsellors in terms of
their views of these areas. As with the results of the JQ,
this smaller variance could be another indication of the
homogenous characteristics of the group, and their general

satisfaction with the type of work they do and with the people
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they work with.

THE WORK ENVIRONMENT SCALE (WES)

The Real and Ideal form responses were analyzed for
the ten subscales within the three domains of Relationship
(includes the three subscales Involvement, Peer Cohesion and
Supervisor Support); Personal Growth (includes the three
subscales Autonomy, Task Orientation and Work Pressure) and
System Maintenance and System Change (includes four subscales;
Clarity, Control, Innovation and Physical Comfort).

The possible range of scores for each of the
subscales is 0-9. High subscale scores on the WES Real form
indicate the workplace maintains a high emphasis on tﬁe domain
they represent. Low scores on the subscales would indicate
that there is little emphasis on tﬂe domain.

High WES Ideal scores on subscales would indicate
that in an ideal environment a high emphasis would be placed
on the domain they represent. Conversely, low subscale scores
indicate that a low emphasis would be placed on the domain in
guestion.

The Real and Ideal Form profiles (Appendix G) use
raw score averages for staff rather than standérd scores.
This is done because staff usually want to compare their
perceptions of an ideal work environment with their current
environment (Moos, 1975).

High scores on the subscales do not necessarily
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indicate a positive experience for respondents. It would be
desirable, for instance, that the workplace be characterized
by low emphasis on the subscales of Control and Work Pressure.
This difference in subscale score preference means that
numerical comparison between subscale scores would be
insignificant. Numerical comparisons between the Real and
Ideal subscale scores have been done because they reflect the
difference between how employees perceive their present work
environment and what an ideal work environment would look
like. The findings of the WES Real and Ideal scales, as well
as the comparison between the scaled scores, are included in
the analysis. As well, normative data is reported on the WES
Real scores which were collected for 1,607 employées in a
variety of health care work groups (Moos, 1986).

Examples of subscale teét gquestions are shown in
Appendix C, and the interpretation of scale scores is provided

in Appendix F. This indicates how Family Conciliation’s

employees scores compare to other work groups.

1. The Relationship Dimension

The subscale involvement refers to the "extent
of which employees are concerned and committed to their

jobs" (Moos, 1986, pp.2).
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Table 3
N=15
WES Real Involvement _WES Ideal Involvement

Scores Frequency Percent Scores Frequency Percent

6 1 6.7 8 2 13.3

7 4 26.7 9 13 86.7

8 6 40.0

9 4 26.7
Total 15 100.0 Total 15 100.0
Mean 7.867 Mean 8.867
Mode 8.000 Mode 9.000
Standard Deviation .915 Standard Deviation .352
Range 3 Range 1
Median 8 Median 9

T-Test analysis was completed to examine the
relationship between the Real and Ideal Involvement
scores. T=3.87, P=.002. -

Overall, there is a fairly high degree of commitment
from staff to their work as indicated by the interpretive
report form (Appendix F). The average score when
compared to the normative sample Mean of 5.56 (and
Standard Deviation of 1.54) confirms a high level of
commitment within the Family Conciliation staff group.
Although there is a statistical difference between the
Means of the Real and Ideal scales (i.e. Mean of 7.867
and Mean of 8.867) +there is still considerable
satisfaction with the level of Involvement. Therefore
maintaining it could be a possible goal rather than

executing major changes in this area.
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The Peer Cohesion subscale measures the "extent to

which employees are friendly and supportive of one

another" (Moos, 1986, pp.2).

Table 4
N=15 .
—__WES Real Peer Cohesion = __WES Ideal Peer Cohesion
Scores Frequency Percent Scores Frequency Percent
2 1 6.7 7 4 26.7
5 2 13.3 8 3 20.0
6 3 20.0 °] 8 53.3
7 4 26.7
8 2 13.3
9 3 20.0
Total 15 100.0 Total 15 100.0
Mean 6.733 Mean 8.267 -
Mode 7.000 Mode 9.000
Standard Deviation 1.870 Standard Deviation .884
Range 7 Range 2
Median 7 Median 9

T-test analysis of the Real and Ideal Peer Cohesion
scales show T=3.94 and P=.001.

The Peer Cohesion scores demonstrate that employees
experience an above average degree of support from each
other (Appendix F). There is a statistically significant
difference between the Ideal and Real scores, however the
Mean Real score of the counsellors is high compared to
the normative data from the sample population of health
care workers who had a Mean of 5.22 and Standard

Deviation of 1.40.

The Supervisor Support subscale indicates the
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"extent to which management is supportive of employees
and encourages employees to be supportive of one another"

(Moog, 1986, pp.2).

Table 5
N=15
WES Real Supervisor Support WES Tdeal Supervigor Support
Scores Frequency Percent Scores Frequency Percent
5 1 6.7 8 6 40.0
6 3 20.0 9 9 60.0
7 5 33.3
8 6 40.0
Total 15 100.0 Total 15 100.0
Mean 7.067 Mean 8.600
Mode 8.000 Mode 9.000
Standard Deviation .961 Standard Deviation .507
Range 3 Range 1
Median 7 Median 9

The T-test analysis of éhe Real and Ideal scores
were T=6.49, P=.,000. The Mean of the normative sample
group was 4.99 with a Standard Deviation of 1.4.

This analysis indicates that the third subscale of
the Relationship Dimension is considered to have a high
emphasis in the workplace and is well above average
according to R. Moos’ interpretation of other work
environments (Moos, 1986) (Appendix F). Although there
is a statistical difference in the Means of the Ideal and
Real scores, the Real scores reflect a higher degree of
satisfaction compared to the normative sample.

When the findings of the Relationship Dimension were
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presented to employees, their feedback emphasized their
own feelings that there was strong support among
colleagues, and that developing a higher degree of
openness would amplify the cohesiveness of the group.
"Degree of openness" was defined as a process whereby
employees could learn to manage conflict better between
themselves. It was felt that the underlying motivation
to do this would be in establishing greater trust among
group members. Such openness and ability to deal with
group conflict was seen to be a management initiative,
whereby management would provide the role model and
encouragement to deal with differences or challenges
amongst employees in a healthy, more positive ﬁanner.

It was identified that although counsellors’ work
involves conflict resolution ﬁith clients, there is less
of a desire to raise conflicting issues between members
of the staff group. This was partly due to the reality
that energy is needed to do client work and it is
important for employees to be consistently supportive
towards each other. Internal issues were seen as energy
drainers, however it was felt they should be dealt with
and that management needed to assume the leadership for
this development through role modeling and providing
opportunities for staff to participate in team building
based seminars.

Conciliation counsellors in Brandon suggested that
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a way to maintain the present level of "Involvement" and
"Peer Cohesion" is to have more regular staff gatherings
around "staff development" issues, and hold these

sessions outside of the workplace.

Scores on the supervision subscales for both the
Cornell JDI and the WES subscale were high. Employees
identified that both quality and availability of
supervision were existing factors that were important to
their ability to do their work well and with the support
they required. Strengths of supervision as perceived by
counsellors, included the clinical knowledge that the
supervisors had and their encouragement for counsellors
to work independently, such as allowing them.to make
their own decisions about interventive strategies.

According to R. Moos (1983) employees are generally
more satisfied when there 1is an emphasis on the
Relationship Dimension in the work setting. Commitment
and motivation are healthy symptoms of such a setting,
thereby reducing absenteeism and turnover. The strength
of Cohesion a%so positively influences the Personal
Growth Dimensions, in that with strong supervisor
support, employees tend to be more productive than those
employees in an organization where supervisors are not
helpful and supportive. The strength of support
generally makes it easier for people to deal with

demanding and stressful work.
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2. The Personal Growth Dimension
The autonomy subscale measures "the extent to which
employees are encouraged to be self-sufficient and to
make their own decisions" (Mods, 1986, pp.2).
Table 6
N=15
— WES Real Autonomy
Scores Frequency Percent Scores Frequency Percent
4 1 6.7 6 2 13.3
6 4 26.7 7 3 20.0
7 4 26.7 8 5 33.3
8 6 40.0 9 5 33.3
Total 15 100.0 Total 15 100.0
Mean 6.933 Mean 7.867 -
Mode 8.000 Mode 8.000
Standard Deviation 1.163 Standard Deviation 1.060
Range 4 Range 3
Median 7 .Median 8

The T-test between the Mean of the Real Autonomy
scores and the Mean of the Ideal Autonomy scores showed
that T=3.29 P=.005, indicating a statistical difference
between the two scores.

The comparative scores of the sample health care
group showed a Mean of 4.98 and Standard Deviation of
1.46. The Real Mean of the conciliation counsellor group
shows they experience a higher than average level of
autonomy in their work place when compared to other work
groups (Moos, 1986) (Appendix F).

The Task Orientation subscale measures "the degree
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of emphasis on good planning, efficiency and getting the

job done" (Moos, 1986, pp. 2).

Table 7
N=15
_WES Real Task Orientation = _WES Ideal Task Orientation
Scores Frequency Percent Scores Frequency Percent
4 1 6.7 8 5 33.3
5 3 20.0 9 10 66.7
6 1 6.7
7 4 26.7
9 6 40.0
Total 15 100.0 Total 15 100.0
Mean 7.133 Mean 8.667
Mode 9.000 Mode 9.000
Standard Deviation 1.27 Standard Deviation .488
Range 5 Range 1 '
Median 7 Median 9

e

The T-test comparison provided a T=-3.36, P=.005.
The normative sample showed a Mean of 5.63 and Standard
Deviation of 1.31.

The conciliation counsellors experience a high
degree of Task Orientation. Even though there is some
feeling the emphasis on this should be greater, this
could reflect a desire to maintain and enhance the
emphasis on planning and efficiency rather than a major
change in this area, as the Mean is well above average
according to scores of work groups in general (Appendix
F).

The Work Pressure subscale identifies "the degree to
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which the press of work and time urgency dominate the job

milieu" (Moos, 1986, pp.2).

Table 8
N=15
—WES Real Work Pregsure =~ = __WES Ideal Work Presgsure
Scores Fregquency Percent Scores Frequency Percent
3 1 6.7 0 3 20.0
4 1 6.7 1 2 13.3
5 2 13.3 2 5 33.3
6 2 13.3 3 1 6.7
7 1 6.7 4 3 20.0
8 5 33.3 5 1 6.7
9 3 20.0
Total 15 100.0 Total 15 100.0
Mean 6.867 Mean 2.133
Mode 8.000 Mode 2.000 -
Standard Deviation 1.922 Standard Deviation 1.598
Range 6 Range 5
Median 8 Median 2

The T-test of the Means of the Real and Ideal Work
Pressure scores showed T=6.63, P=.000. The Real Work
Pressure Mean of the normative sample was 4.87 and
Standard Deviation of 1.57.

In the area of Work Pressure the Ideal scores are
significantly lower than the Real scores suggesting that
in an ideal environment counsellors would prefer there to
be less emphasis on work pressure. Normative data shows
a Mean score that is lower than the Real Mean score of
the counsellor group, suggesting that other work

environments experience less work pressure (Appendix F).
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In general the Personal Growth Dimension was
discussed in terms of the counsellors’ satisfaction with
the support and encouragement from management to do their
work fairly autonomously. Counsellors would find that if
management were controlling and overly involved in the
work of the counsellor that this would be a highly
unsatisfactory management style. Autonomy suggests trust
in professionals to do their work with guidance as they
need it. Counsellors at Family Conciliation are chosen
on the basis of a combination of appropriate educational
background and experience in mediation and assessments.
Therefbre, supervision is viewed as a tool of guidance
and support as well as improving present skill‘level.

In relation to the Task Orientation subscale, the
perception of counsellors is that the workplace balances
the emphasis placed on productivity versus concern for
the well-being of the worker. 1In other words, the work
place is not dominated by task orientation, but neither
is it dominated by ensuring individuals are taken care
of. The assumption being that a satisfying work
environment has a blend of both.

The subscale Work Pressure was primarily focused on
because of the high Mean score associated with it, and
the indication by the Ideal Mean score that counsellors
would expect it would be much lower in an ideal setting.

Work pressure, to some degree, was seen as a helpful
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motivator to get work done, especially the time lines
around completing assessments. Internally, there is seen
to be flexibility around the standards set by the agency.
However, external pressures such as lawyers wanting work
done by specific times, or clients not following through
with appointments when deadlines are approaching, have
significant impact. Suggestions were made in respect to
alleviating these pressures:

H Have contact occur between counsellor and the family
or their lawyers as soon as an Order for assessment
or referral for mediation is made by the Court. At
this stage it 1s seen as c¢rucial to clarify
expectations, provide education about the‘services
the agency offers, and address any guestions,
concerns, Or resistance/of the clients or their
lawyers.

n There needs to be a forum devised where there is
opportunity for conciliation <counsellors and
lawyers to discuss general issues concerning work
with families in dispute and allow a greater
interdisciplinary rapport to develop.

m Have complaints dealt with directly by management.

Other work pressures discussed were the agency
standards and expectations that counsellors had to

complete a certain number of assessments (12-15) and
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mediation cases (55-65) on an annual basis. Although
this may have been a reasonable expectation when the
standards were initially developed in 1988, the nature
and complexity of present family problems demands more
intensive and longer term intervention. A review of
these standards and the flexibility of management were
seen as important in dealing with some of the work
pressure. As well, it has been a practice of management
to provide each counsellor with monthly statistics on
output of all counsellors in the agency. This was viewed
as a means of comparison and encouraged internal

competitiveness which in turn creates more work pressure.

The System Maintenance and Change Dimensions

The subscale Clarity measures "the extent to which
employees know what to expect in their daily routine and
how explicitly rules and policies are communicated"

(Moos, 1986, pp.2).
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Table 9
N=15
WES Real Claxity = ___ WES Ideal Clarity
Scores Frequency Percent Scores Frequency Percent
3 1 6.7 5 1 6.7
4 3 20.0 6 1 6.7
5 2 13.3 7 9 60.0
6 3 20.0 8 4 26.7
7 3 20.0
8 3 20.0
Total 15 100.0 Total 15 100.0
Mean 5.867 Mean 7.067
Mode 4.000 Mode 7.000
Standard Deviation 1.642 Standard Deviation .799
Range 5 Range 3
Median 6 Median 7

The T-test of difference between the Means of these
two scales showed T=-2.74, P=.016 showing a statistical
difference. The Real Mean score of the normative sample
was 4.44 with a Standard Deviation of 1.41, The Mean of
the conciliation counsellor is higher but still
considered to be in the average range (Appendix F). In
general, the counsellors feel there is a moderate amount
of clarity and they would expect in an ideal setting
somewhat more clarity.

The Control subscale examines "the extent to which
management uses rules and pressures to keep employees

under control" (Moos, 1986, pp.2).
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Table 10
N=15
___ WES Real Control =~ ___ WES Ideal Control
Scores Frequency Percent Scores Frequency Percent
1 2 13.3 0 1 6.7
3 3 20.0 1 4 26.7
5 1 6.7 2 4 26.7
6 4 26.7 3 4 26.7
7 3 20.0 4 2 13.3
8 1 6.7
9 1 6.7
Total 15 100.0 Total 15 100.0
Mean 5.200 Mean 2.133
Mode 6.000 Mode 1.000
Standard Deviation 2.455 Standard Deviation 1.187
Range 8 Range 4
Median 6 Median 2

The T-test value for Real and Ideal Contral scales
shows T=1.47, P=.164.

The Mean of the normatlve sample was 5.43 and
Standard Deviation was 1.42.

Scores of the conciliation group indicate there is
a moderate emphasis on control and no significant
difference in how they would prefer an ideal work
environment to Dbe. These scores also reflect a
similarity in the Mean of the normative sample and are

average when compared to other work groups (Appendix F).

The Innovation subscale measures "the degree of

emphasis on variety, change and new approaches" (Moos,

1986, pp.2).
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Table 11
N=15
. WES Real Innovation =~ ___ WES Ideal Innovation
Scores Frequency Percent Scores Frequency Percent
1 2 13.3 6 1 6.7
3 3 20.0 7 3 20.0
5 1 6.7 8 9 60.0
6 4 26.7 9 2 13.3
7 3 20.0
8 1 6.7
9 1 6.7
Total 15 100.0 Total 15 100.0
Mean 5.200 Mean 7.800
Mode 6.000 Mode 8.000
Standard Deviation 2.455 Standard Deviation .775
Range 8 Range 3
Median 6 Median 8

The T-test value for the statistical difference
between the Real and Ideal scales was T=3.70, P=.002
demonstrating a significant difference.

The Mean of the normative sample was 4.37 with the
Standard Deviation of 1.82 showing that conciliation
counsellor’s Mean score 1is close to the Mean of the
comparative health care group. When compared to other
work groups the counsellors’ Mean score 1is average
(Appendix F).

Counsellors believe that a greater emphasis on
change and variety would exist in an ideal environment.

The subscale Physical Comfort identifies "the extent

to which the physical surroundings contribute to a

pleasant work environment" (Moos, 1986, pp.2).
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Table 12
N=15
WES Real Physical Comfort @ = WES Ideal Physical Comfort
Scores Frequency Percent Scores Frequency Percent
1 1 6.7 4 1 6.7
2 3 20.0 7 2 13.3
3 4 26.7 8 10 66.7
4 2 13.3 9 2 13.3
5 1 6.7
6 2 13.3
8 2 13.3
Total 15 100.0 Total 15 100.0
Mean 4.000 Mean 7.733
Mode 3.000 Mode 8.000
Standard Deviation 2.171 Standard Deviation 1.163
Range 7 Range 5
Median 3 Median 8

The T-value of the difference between the‘Real and
Ideal Physical Comfort Means shows T=-5.80, P=.000
showing a more substantial difference between what the
counsellors experience in their work environment and how
they would like it to be.

The Physical Comfort Mean of the normative sample
was 3.72 and a Standard Deviation of 1.28 showing little
variation between the two groups. When scores are
compared to other work group environments they are below
average (Appendix F).

The area of Physical Comfort is one that identifies
a need for improvement.

The primary emphasis of discussion and ideas in

relation to the System Maintenance and Change Dimension
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was the subscale Physical Comfort. The scores on the
subscales of Clarity and Control were viewed as an
accurate reflection of staff perceptions. Moderate
scores in the subscale Clarity was viewed as a possible
function of how long an employee had been doing the work,
as well as how long the program has been operational. In
Brandon and other regions for instance, the programs are
at a newer stage of developing with roles, expectations,
and policies still Dbeing examined and clarified.
However, counsellors in the regions believe the score on
Clarity is much higher now than it would have been two
years ago, when Family Conciliation there, expanded in
staff size and service delivery. |
Moderate scores on Clarity could be a function of
the "newness" of the Family éonciliation program, In
addition, it could also be contributed to the increased
demands of work related to client needs. For instance,
family violence 1is a common characteristic of many
couples and families that counsellors work with, a
reality of a growing social problem (MacLeod, 1987). The
role and expectation of the conciliation counsellor is
presently being examined as well as existing agency
policy. For example, current policies do not allow for
mediation to take place if violence between a couple
occurred within less than a year prior to mediation.

However, it has become evident that abuse does not
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necessarily end with separation (Yellott, 1990).
Therefore, the agency may need to examine ways to provide.
mediation that does not jeopardize safety of the
attending parents.

As indicated by their reaction to the Relationship
Dimensions (specifically subscales "Autonomy" and
"Involvement") an important feature of the work
environment is that management continue to be flexible,
i.e. allowing flexible working hours and supporting and
trusting staff to function independently.

In terms of innovativeness, there is a desire among
employees to branch into other activities such as doing
external training and supervision of students.and new
staff. There is also a strong desire to continue
developing knowledge and expeétise in client work. The
recognition exists, however, that day to day work demands
and pressure related to the mandated programs involves
sufficient time and energy so that other activities or
changes take a back seat. This area needs to be examined
further by management and staff (either in a group or on
a counsellor-supervisor Dbasis) to determine how
innovativeness can be increased to allow for a greater
sense of accomplishment, increased interest, and skill
development.

Physical comfort of the work environment, as

indicated by the scores on this subscale, is a major
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issue and concern of employees. They confirm that
extreme temperatures and poor air quality effect their
ability to be productive at times. Extreme temperatures
are also a source of concern in relation to client
comfort, which 1is an important factor in conflict
resolution work. The atmosphere, including the physical
setting, plays a calming role in mediation and
assessments, where clients are under a great deal of
emotional distress.

It is believed by employees that illnesses are more
common and serious likely due to the poor air quality and
circulation of illness related bacteria.

There is a history of efforts made by some Family
Conciliation staff and other employees working in the
building to try and achieve mo£e satisfactory air quality
but it continues to be inferior. The groups’ suggestions
are that a possible change of space is warranted, and
management needs to place more emphasis and take
leadership in resolving this major issue. In the
interim, a suggestion arose that fans for each office
would help to alleviate some of the discomfort.

In concluding, the Work Environment Scale helped to
identify the following characteristics of the Family
Conciliation work setting, as perceived by the direct
service employees:

] Employees feel there is a strong emphasis in the
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workplace on Involvement, Peer Cohesion, Supervisor
Support, Autonomy and Task Orientation.

| In the area of Work Pressure, employees believe the
emphasis is greater than it would be in an ideal
environment, and finding ways to decrease it would
be desirable.

= There is a moderate emphasis in the work place on
Clarity and Innovation with a general feeling among
employees that there would be greater emphasis in
an ideal work environment.

] Employees feel there is a low emphasis on Control
in the work environment. They would not expect it
to be greater in an ideal environmenf which
indicates a reasonable degree of satisfaction with
this area in the existing/environment.

] In the area of Physical Comfort there is a strong
feeling that more emphasis on this area would exist
in an ideal work environment. In other words,
employees are not satisfied with the area of
physical comfort in their existing environment, and

change is viewed as very important in this area.

IHE_MABLQHE:QBQﬂNE_ﬁQQIAL_DEﬁlBABILIIX_ﬁﬁALE‘(MCSDS)

This scale was utilized to measure the response-bias
of the respondents. A major weakness of response-bias tests

is the difficulty in drawing viable conclusions about the
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personality characteristics of people who display a social
desirability tendency, since such a measure may also be
effected by the tendency of respondents to give socially
desirable responses (Crowne, Marlowe, 1964). The MCSDS is a
measure which during its development, eliminated items with a
psychopathological or abnormal content, and focused on
criterion of cultural approval and yet be found to be untrue
of virtually all people. The MCSDS is a balanced scale with
half the statements being culturally acceptable but likely
untrue of most people. The other half of the scale are true
statements but undesirable. Individuals who depict themselves
in favourable terms are considered to be demonstrating
socially desirable responses. |

The total possible score for the MCSDS is 10,

-
-

indicating five items should be scored true and five scored
false. This is to allow for the differentiation between
acquiescence response set and a positive or negative halo
response set (Appendix D). The Mean of +the Family
Conciliation group was 4.4 with a Mode of 4 (Table 13). A
larger sample for comparison is that of sixty-eight university
students (Strahan, Gerbasi, 1972) whose Mean of 4.5 was close
to that of the present study.

A T-test revealed a T value of .0139 and P>.05,

indicating that there is no significant difference between the

two groups'’ Means.
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Table 13

Social Desirability Scale Profile
for Family Conciliation Counsellors

N=15
__Score = Frequency Percent
2 2 18.3
3 2 13.3
4 6 40.0
5 2 13.3
6 1 6.7
8 2 13.3
Total 15 100.0

Mean 4.400 Median 4.000

Mode 4 Variance 3.25

Standard Deviation 1.805

Range 6(2-8)

When examining individual scores for the MCSDS there
is a large range in the scores. A‘high score (of a possible
10) indicates a high need for approval, whereas a low score
would indicate a low need for approval. In other words, the
respondent 1is not easily influenced by others. Of the
conciliation counsellors there were five individual scores
above the Mean of the group and of the comparative sample
group, indicating that these individuals displayed a greater
social desirability response set.

Another four respondents scored below an acceptable
level of desirability response set. An interpretation of low
scores could be that respondents are less committed to

answering according to their own feelings and beliefs.
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One could also speculate that lower scores reflect

lower morale of staff members. The existence of nine scores
above or below the Mean of a social desirability response set
is an expected occurrence of this group, given the context
under which this study was conducted whereby the researcher

was also in an authority position.

ADDITIONAL COMMENTS SUMMARY

As a way to address the ideosyncracies of the
specific factors that effect either positively or negatively
the work that conciliation counsellors do, the structured
questions in the form of an additional comments section were
provided with the package of questionnaires (Appendix-E). All
fifteen forms were completed with several responses often
given by respondents to each questibn.

For the purpose of summarizing the *"additional
comments" responses there have been general categories created
that groups of responses directly relate to. For example, for
Question 1, "Please indicate what in your view are the most
stressful components of conflict resolution work with
families, " most responses related to the emotional atmosphere
of the work with clients. The category titled Work With
Clients was provided, and the kinds and numbers of responses
applicable to this specific category are addressed.

In relation to Question 1 (the most stressful

components of conflict resolution work with families of
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divorce), a total of thirty-seven factors were identified.
This 1is an average of 2.46 responses for each counsellor.

Work With Clients, Court Ordered Assesgment Reports, Workload

and Other categories were developed £from the types of

responses given. Seventy percent of the thirty-seven
responses addressed specifically the difficulties and

stressors of Work With Clients, ten or 27% discussed dealing

with the anger, conflict, and negative emotions of the
clients. Another five responses (14%) addressed the stress
involved in working with c¢lients who are resistant or
entrenched in their positions or negative relationship with
their former partner.
Counsellors referred to other factors tha£ create
stress including:
] Maintaining neutrality and imﬁértiality while trying to
protect the "best interest" of the children involved in

the dispute. (Eight percent of the responses for this

category "Work With Clients.")

] Needing a high level of energy for +the conflict
resolution work which results in emotional drain (8%).

| Observing the negative impact the parental conflict has
had upon the children (6%).

| Lack of feedback on the outcome of intervention; working
with similarity of issues; working with clients who the

counsellor personally dislikes (8%).
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Twenty-two percent of responses addressed what was

difficult in relation to Court Ordered Assessment Reports.

Counsellors particularly find that developing conclusions and
recommendations that can assist families is often stressful.
Although the Court must be provided with a thorough social
assessment that reports on and draws conclusions about the
functioning of the family, it is a concern that these reports
also leave the family with a sense of dignity and helpful
direction. In most situations, one or both parents are
disappointed or angry at the counsellors’s recommendations, so
presenting the outcome to them can be difficult for everyone
involved.

Other aspects of assessment work thét sone
counsellors find stressful is the element of being a witness
in Court and subject to cross exaﬁination by both parent’'s
lawyers due to the counsellor’s charge as Officer of the
Court.

Five percent of the responses dealt with workload as
being a pressure, specifically the 1long hours sometimes
necessary to work due to long distance travelling and only
being able to see families in the evenings.

Three percent of responses referred to external
pressure or interference from the legal profession into client
work was a stressful component.

The primary sources of stress for counsellors in

relation to client work is the nature of the intense emotions
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that exist for clients and are exhibited in a variety of ways.
As well, the Court Ordered Assessments require the counsellors
to make recommendations that impact tremendously on the
family’s life, and clients often react negatively towards the
counsellor.

The conciliation counsellors, in group discussion,
examined ways to deal more effectively with these areas of
stress related to their work with clients. It is generally
agreed that there is an emotional drain associated with work
with clients that impacts on other aspects of the counsellors’
life, such as their relationship with family and peers. Some
possible ideas for assisting in this area were:

[ Doing more co-mediation and co—evaluatiﬁg (on
assessments) with colleagues.

n Have more information in the %orm of seminars or guest
speakers at regularly held meeting times, that address
transference and counter transference issues; that
address how to appropriately distance from client
problems so as not to allow oneself to become personally
involved or take on greater responsibility for the
client.

] Provide assessment recommendations and feedback to
potentially wvolatile clients in the presence of a

supervisor in order to intercede if the counsellor is

being verbally attacked.
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There were forty responses (or an average of 2.6

responses per counsellor) for Question 2 that referred to what
they felt would contribute to their continued career in the

field of conflict resolution work.

Over 25% of the responses related to a supportive

environment as a major contributing factor. Their
relationship with colleagues, support from management, the
support for being able to work flexible hours, the autonomy
encouraged and commitment to their work as well as having
effective stress management were identified as important
aspects of a supportive environment.

Twenty-three percent of the responses emphasized
that continuing to expand knowledge and skills in relétion to
work with divorcing families, and keeping up to date on
current issues and research would al;o contribute to continued
work in the field. Another 25% of responses focused on the
need for continued challenge and innovativeness in service
delivery as desirable features of remaining in the career.

Other responses referred to a sense of
accomplishment and personal growth as important (8%); that
opportunities for advancement or training opportunities would
be contributors (8%); that the pay is an important feature
(8%) as well as a reasonable workload (5%). |

Primary sources of commitment to the field of
conflict resolution are a supportive environment as well as

learning new skills and understanding of working with families
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in conflict.

As previously discussed, the counsellors confirmed
in the group meeting that maintaining and enhancing peer and
supervisor support is important, with more work needing to be
done within the group of colleagues to manage their own
interactions effectively.

Increased skills and knowledge are partly perceived
as an individual endeavour with support and encouragement from
management. Inviting guest speakers from other agencies who
have a special skill or creating an opportunity for individual
conciliation counsellors to disseminate their knowledge and
expertise to their peers were suggested ways of focusing on
learning. |

Question 3 asked the counsellors i1if they believed
their jobs were more stressful th;n other kinds of direct
service work. Fifty-three percent said yes, that the work was
more stressful due to such factors as the time and work
pressures; dealing with severe loss that the clients have
experienced; seeing the negative impact of parental conflict
on children; experiencing the intense emotional climate of the
client work as well as needing a high degree of energy,
concentration, and effective analytical skills necessary to do
the work.

Forty percent of the counsellors said that their
work was not necessarily more stressful but is a different

kind of stress than many other direct service practitioners



84
experience. One response was neutral indicating that it
depends on which type of direct service work the conflict
resolution work is being compared to. Several counsellors
referred to the work of Child and Family Service workers
(child protection) as being likely more stressful.

The reaction to this question during the post
questionnaire group discussion was that all counsellors have
had other work experiences, but it would be difficult to
compare conflict resolution work to work settings that they
have not experienced. It would seem likely then that their
answers reflect what their experience has been like in other
areas of direct service.

Question 4 asked counsellors what they fiﬁd to be
most stressful as well as most rewarding about working within
an interdisciplinary system. ’

A total of twenty-seven responses referred to what
was most stressful about this or an average of 1.8 responses

per counsellor. Three primary areas were addressed. The

competing interests of the different disciplines was seen as

a major difficulty. Forty-one percent of the responses
referred to how a strong adversarial approach by a client'’s
legal counsel can entrench the c¢lient a positiion, This
position may not be what the counsellor believes is in the
best interest of the child or children involved.

Comments of frustration also arose concerning other

child care agencies refusal to share pertinent information
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about mutual clients, even with the clients consent. This is
yet another factor which could negatively impact on the best
interest of the children, particularly if there are or have
been child protection issues that the conciliation counsellor
is not aware of. Policies or legislation of child care
agencies do not allow release of information regardless of
permission being granted by the family (Child and Family
Services Act, 1985).

Twenty-three percent of the responses addressed the
negative impact that a lack of regular connection with the
Court Justices (Family Division) has upon their work. Without
opportunities to have dialogue with the Justices, who are a
major referral source for clients to Family Conciiiation,
there is no forum to discuss expectations upon counsellors
regarding assessments; there is ’iimited feedback on the
utility of the assessments; and there is no opportunity to
clarify and discuss services of the program that could assist
with particular client issues.

Pressure from external professionals to provide
client service within a particular time frame, or to influence
how the intervention is done by the counsellor is also found
to be a stressful feature of working within the
multidisciplinary system (31%). Some responses addressed that
other professionals can misinterpret the service mandate of
the program or be unfamiliar with services offered.

A few responses (6%) referred to the position of
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being a witness for the Court as adding to stress in dealing
with other professionals.

A total of twenty-two responses, or average of 1.4
for each counsellor, addressed what counsellors found to be
rewarding about work in a multidisciplinary system.

Forty-five percent referred to seeing positive
change in families as a result of interventions or witnessing
conflicts being settled as a result of mutual effort, as
important rewarding components. In relation to this, the
positive feedback that other professionals provide is helpful.

Twenty-three percent of the responses referred to
the satisfaction of learning different perspectives from other
professionals and sharing knowledge that assists Qith the
intense work.

Thirty-two percent of the/responses referred to the
positive aspects of the variety in the work, completing
assessments for the Court, and having sufficient autonomy and
flexibility to work as a professional.

In general, the group feedback on the topic of
interdisciplinary influences seemed to focus on a need to
build rapport with other professionals. Initiating a meeting
with the lawyers of The Family Law Subsection to address
common issues and exchange information was seen as important
in clarifying roles and expectations of each profession.

Some counsellors view feedback from other

professionals (primarily lawyers and the Justices who are
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primary referral sources) as important. It is seen as equally
important to provide feedback to other professionals in terms
of what is working to enhance clients ability to resolve their
conflict. At present, monthly "breakfast" meetings occur
which provides a forum for this exchange. These meetings
include representatives of the Family Division Court Justices,
Child and Family Services lawyers, Family Law Subsection
lawyers and Family Conciliation.

Counsellors believe that more initiative needs to
occur in connecting with Family Division Justices to enhance
mutual learning and service delivery. Support exists to have
regular meetings with the Associate Chief Justice to identify
issues and become updated on Court procedures that effect the
mutual client population. Other suggestions regarding
enhancing rapport with the Courf, is for counsellors to
periodically provide informational presentations to colleagues
and the Justices. Some examples of topics likely of interest
to both are:

(a) What are the long term effects that witnessing abuse
between parents has upon children?

(b) What are the long term effects upon children of disrupted
access to one parent?

Review of the current research in certain areas
related to the divorcing families and the presentation and

discussion of these topics could be an acceptable forum for

meeting.
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The fifth gquestion asked counsellors what
contributes to their satisfaction with their work. Thirty
responses were provided. Of these, 37% saw peer support as an
important contributor to satisfaction. Phrases used to
characterize the meaning of peer support were trust,
experienced and skilled, friendly and helpful, mutually
supportive, as well as efficient, particularly in relation to
the output of the clerical staff.

Management and supervisor support were also seen as

primary contributors with 33% of the responses referring to
features of this such as flexible, encourages autonomy,
caseloads are manageable, standards realistic, roles are
clear, and there is a balance between concern for workers and
work output.

Another factor that contfﬁbutes to the counsellors
job satisfaction is the quality of supervision. It is
considered to be competent, knowledgeable, non-controlling,
and constructively critical (20%).

Other comments (10%) related to pay being a
contributing factor as well as the <respectful work
environment, and that Family Conciliation’s work continues to
be valued by the community.

In respect to what contributes to counsellors’
satisfaction with their work, peer and management support were
emphasized once more. Group discussion addressed these areas

as a result of the findings of other measurements. Their
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comments on paper as well as in the group accentuates the
general attitude that group cohesion, and a management style
that respects and reinforces professionalism among staff, is
most desirable in the work place and in view of the intense
client work that is achieved.

The final question addresses what counsellors would
find in their work environment that would contribute to job
dissatisfaction. Thirty-one percent of responses stressed

that if management style was rigid, inflexible, focused only

on work output, had ambiguous policies and enforced time
pressures, that this would be a major source of
dissatisfaction.

Seventeen percent of the responses addresé how a
poor physical environment would contribute to dissatisfaction
including poor air quality of thé office space, lack of
adequate parking, and extreme temperatures in the office.

Another 17% of responses c¢ited that lack of
management and peer support would contribute to
dissatisfaction.

Also a lack of rapport and relationship with Court
Justices, as well as other professionals who refer clients to
Family Conciliation, were seen as being contributors to
dissatisfaction.

This question inspired a variety of responses (24%)
which were not categorized because of their uniqueness but are

mentioned as follows: Client dissatisfaction with the
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service; insufficient pay; unprofessionalism on the part of
colleagues; lack of opportunities to improve skills; low
morale; and long working hours, would all be factors leading
to job dissatisfaction.

The group'’s response to this question has been
addressed through other questions and measures. Essentially
the counsellors value an autonomous work setting and strong
peer relationships. They also would find their work
environment more satisfying if some of the previous concerns
identified were dealt with, such as improving rapport and
relationships with other professionals and increasing
opportunities to gain knowledge and expertise. Although work
with clients is considered to be a major source of sfress it
was not identified as contributing to job dissatisfaction,
confirming that job stress and job satisfaction are not always

related entities.

LIMITATIONS OF THE RESEARCH

It is necessary to consider that this study is
exploratory and designed as an initiative in developing a
structure for group problem-solving around issues of Jjob
stress. There were influences in the work environment that
could have effected the employees’ responses to questionnaires
such as the researcher being in a position of authority. As
well, the political environment at the time of the study was

unpredictable. Staff lay-offs and threats to job security was
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a paramount concern to employees. The general climate of a
government service or large bureaucratic structure brings with
it its own limitations for employees providing the direct
service. A sense of control, autonomy, and trust are
precarious.

Other limitations of this research include that
there was a significant range of ages and experience of
respondents. The limited variance of the responses to some of
the questionnaires, considering the demographic differences of
the group, brings into question the validity of the data. The
small sample limits the degree of analysis that could be done.
As well, comparisons to a group of similar nature in a
different setting was not possible due to the .various
ideosyncracities of work groups. The work environment and
external influences were in many/ ways unique to Family
Conciliation.

CONCLUSION OF THE FINDINGS

The combined sources of data, the questionnaires and
post questionnaire meetings with employees offered a more
comprehensive understanding of the contributors to job stress
and Jjob satisfaction. The meetings with employees were
productive processes, emphasizing that employee involvement is
imperative in developing recommendations for change that
directly effect them. The results of the analysis provided an
affirming, non-threatening entry into engaging conciliation

counsellors in a planning process.
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CONCLUSION AND RECOMMENDATIONS
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INTRODUCTION

The following recommendations are for Family
Conciliation, a program offered by the Province of Manitoba,
Department of Family Serxvices.

This section summarizes +the contents of the
preceding report including the purpose of the research, the
review of the literature pertaining to job stress and job
satisfaction, and the findings. The recommendations are based
on factors previously identified and discussed in the report
but are delineated more completely in this chapter.

Family Conciliation provides a variety of services
to families experiencing separation or divorce and are in
dispute over the ongoing care of their children. The.service
is mandated by the Court of Queen’s Bench Act and interfaces
with the Family Division Court as &ell as legal and social
services in the community and throughout the Province.

The Family Conciliation counsellors must deal with
c¢lients in conflict as well as an ecological system whose
functions and professional values differ. The job stress and
job satisfaction contributors have been a focus of analysis
for the current research study. The result has been the
creation of suggestions that are viewed as ways to assist in
alleviating job stress and‘enhancing job satisfaction for the
direct service employees. The following document which
identifies sources of stress and satisfaction and possible

resolutions, has been developed with and highly influenced by
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the strong ©participation of the Family Conciliation
counsellors. Their cooperation and willingness to become
involved in the group process of planning and problem solving,
as well as their interest and expressed thoughts, demonstrates
the degree of cohesiveness that is strongly evident in the
descriptive analysis.

The recommendations for Family Conciliation have
been designed and developed not only with a high degree of
employee participation, but with a view towards practicality
of implementation.

Most of the recommendations are possible within the
authority of Family Conciliation program management primarily
as decisions the program director can employ. The support and
possible suggestions from the Assistant Deputy Minister
(ultimately responsible for the proéram) would be a valuable
resource. Some recommendations that pertain to the program’s
relationship with external groups or agencies must of course
be implemented, only with the understanding that mutual
benefit will prevail along with improved client service in

order for there to be a cooperative effort.

JOB STRESS AND JOB SATISFACTION:
RECOMMENDATIONS TO FAMILY CONCILIATION

Purpose

As a result of a study done for the purpose of my
practicum report for a Masters of Social Work degree, I am

offering these recommendations to the agency and its employees
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for consideration. This research area was chosen because of
my interest in aspects of the work and work environment that
impact upon professionals providing mandated services to
divorcing families in conflict. It was also a specific area
of practice unexplored in other studies of job stress and job
satisfaction.

The recommendations are intended to be an operative
guide that are viewed as feasible but will require commitment,
planning, and support from the Family Conciliation Director
and employees as well as guidance and support £from the
Assistant Deputy Minister.

Increasing employee job satisfaction and reducing
job stress is viewed as contributing to a better.working
environment that in turn protects against high turnover,
absenteeism and Dburn-out, imporéént considerations for
organizations particularly where direct service to employees
can be affected. Turnover and absenteeism create additional
economic costs to the employer. The literature review
conducted also emphasizes that employee stress can negatively
impact on client service in that the outcome of severe stress
is that the practitioner takes a negative view of the client
and the helping relationship suffers. Employees who are under
extreme stress may leave the organization causing gaps in
service or reduced service to clients as new personnel are
being hired and trained. These and other possible drawbacks

to worker stress including the possibility of decreased
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productivity make an investment in improving working
conditions, reducing Jjob stress, and increasing employee

satisfaction desirable goals of management.

The Meaning of Job Satisfaction and Jobh Stress

The definitions of job stress and job satisfaction
are offered in the literature review. Job satisfaction is
primarily seen as being the extent to which an employee is
positively affected by his or her work situation. Job stress,
on the other hand, are characteristics of the work environment
that create a threat to the employee. If stress is too great
or continues over a prolonged period it can lead to Jjob
dissatisfaction and possible burnout. Many auth&rs and
researchers have contributed to the present day understanding
of job stress particularly foéusing on the Thelping
professions. A most noted researcher in the field, Christina
Maslach, views involvement with people as a major source of
stress for practitioners. For instance, the structure of the
helping relationship promotes and maintains a negative view of
the client system as there is a tendency to focus on problems
rather than strengths. As well, high levels of emotional
stress exist for clients in crisis who in turn may wish to
blame or be abusive towards the professional.

Job satisfaction and job stress can impact upon each
other but they are distinct entities of the work environment.

For instance an employee can have a high degree of job
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satisfaction and high degree of job stress at the same time.
The alternate could also be true.

What is of significance to either component is that
individual employees perceptions and views primarily determine
the extent and intensity of either Jjob stress or job
satisfaction. The conciliation counsellors tended to view
many aspects of their work environment similarly. As shown by
a measure of job satisfaction there was little difference in
the moderate ievel of satisfaction among employees. An
interpretation of this limited difference points to the
counsellors being a relatively homogeneous group and share

similar perceptions of their work and work environment.

Contributors to Job Satisfaction and Job

Stresgs and Practical Related Interventions

The following are identified aspects of the work
environment that conciliation counsellors responded to in
terms of what is positive about the environment, thereby
contributing to their satisfaction with their job. Aspects
are also identified that require change or improvement as they

contribute to job stress.

1. Nature of the Work With Clients

In the general category of the work itself
conciliation counsellors indicate they are moderately
satisfied. However, the work with families in conflict

also contributes to their job stress because of the
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following characteristics:

(a)

(b)

(c)

The emotional atmosphere involves +the c¢lient’'s
anger and negative emotional relationship with
their ex-spouse. Conflict, resistance, extreme
sadness, and entrenched positions are often
encountered by counsellors.

The counsellor’s role is to maintain neutrality and
impartiality in dealing with client disputes while
trying to protect the Dbest interest of the
children. Neutrality, and preserving a sense of
fairness and Dbalance towards each parent, is
particularly difficult when the clients’ behaviour
or conflict is having a negative impact ﬁpon the
children.

Recommendations from fa%ily assessments as to
possible arrangements for custody and access of
children need to be fair, appropriate, and leave
the family members with a sense of dignity. These
recommendations and explanations for them lead to a
stressful situation, most often provided in
meetings with thé client. 1In general, counsellors
believe that providing feedback to <clients
regarding the major points of the family assessment
is a helpful and respectful process. The potential
for anger and hostile «reactions towards the

counsellor exists in some situations.
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(d) The sensitive and complex issues that face families

of divorce often create anger and bitterness that
can be directed towards counsellors. For instance,
highly critical and often verbally abusive
telephone calls from clients are common.
Counsellors find this difficult to deal with in
that there is uncertainty about what is expected by
the administration in such situations. Questions
arose as to whether allowing the c¢lient to vent
hostility i1is a form of rehearsing anger and
therefore is unproductive. Another question that
arises is in what situations or under what
circumstances can service to clients be refused.

The nature of client wori and types of issues to
deal with is not an area in itself that can be changed or
altered. In fact, a sense of accomplishment of work with
clients, such as the conflict being resolved, provides a
source of job satisfaction.

In order to reduce the stress or assist the
counsellors in dealing more effectively with stressful
situations, these suggestions have developed:

(a) More routine co-mediation and "co-assessing" with
colleagues as an option for counsellors when
working with resistance, potentially abusive

clients or where other special client needs exist.
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(b)

(¢)

(a)
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Provide information for counsellors in the form of
seminars on topics related to the dynamics of the
"helping" relationship with clients. For example,
transference and counter-transference; disengaging
appropriately from client problems and from
becoming "overly responsible.*
When recommendations from assessments are to be
provided to potentially volatile <c¢lients, the
supervisor could attend to intercede if problems
arise, but also to support the information the
counsellor is sharing.
More clarity and direction from the administration
(e.qg. assistant deputy minister and program
director) on the extent to which counsellors should
try to work with abusive/clients and when service
can be refused. Counsellors would particularly
benefit from knowing what is expected of them when
they face potentially abusive and unsafe

involvement with clients.

Relationships With Colleagues and Supervisor Support

(Supervisor Support includes both Supervisor and
Director in the agency.)

Family Conciliation counsellors believe that a major

strength of their work environment is the emotional
support they receive from the people they work with.

They also agree that this element of a work environment
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is an important aspect in dealing with other demands and
work stresses, and contributes to their continuing to
work in their career.

Support within the work place is characterized by:

(a) Employees being concerned and committed to their
work.

(b) The friendliness, helpfulness, and respect that
exists among employees.

(¢) The support of management towards employees and
encouraging an atmosphere of support and
cooperation among employees.

(d) The professionalism and high quality skills that is
encouraged in the environment. |
The degree of support within Family Conciliation

among peers and from managem;nt is considered to be

strong. Suggestions follow that could enhance the
quality of support:

(a) Management needs to continue its policies that
positively effect the worker. These include
supporting flexible working hours; encouraging
autonomy in that counsellors are supported in
making their own professional decisions; remaining
available but non-intrusive regarding counsellor
needs and client work; balancing concern for

individual worker needs and organizational needs.

(b) More regular "staff development" activities should
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occur where Jlearning and socializing both have
emphasis. "Staff development” could involve work
on client-work issues (as previously suggested) or
group dynamic issues pertaining specifically to the
Family Conciliation employees. It is important
that c¢lerical staff are involved, as good working
relationships between themselves and | the
counsellors are imperative to both concerned.
Emphasis by management and counsellors is needed on
fostering more openness among staff, and learning
to more effectively deal with conflict between
themselves. There is significant energy required
for direct service work, and employees ﬁeed to
remain consistently supportive of each other.
However, this may be dive;ting any focus away from
internal issues such as interpersonal dynamics and
dealing with differences in professional opinions.
Such interpersonal work amongst colleagues are
energy drainers and involve risk. The analysis
indicates that <c¢lient work is particularly
emotionally exhausting and workers value colleague
support which helps to alleviate such stress.
Management needs to assume the initiative and
leadership in team building and strengthening group

dynamics by modelling and providing an atmosphere

that contributes to this. Challenging and positive
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confrontation can be a healthy dynamic for a work
group to establish, on the other hand non-
confrontation and avoiding conflict can also be a
good choice. It would be beneficial for staff to
more clearly define what "openness" means to each
of them and how this can be accomplished for them

individually if the need exists.

Work Pressure

The counsellors have identified that work pressure,
the general press of work and deadlines, is much greater
than they believe it should be. Although a certain
degree of work pressure is viewed as a motivatér (i.e.
the agency policy of 10-12 weeks for an assessment to be
completed) there are particulaffaspects of this area that
need improvement.

The Family Conciliation group'’s work pressure has an
internal and external source. Internally, work pressure
is characterized by:

(a) The policy of assignments of assessments to
counsellors at the beginning of each month, which
may not take into account the delay of other
assessments the counsellor has. These delays could
be for wvarious reasons, but contribute to a

potential overwhelming case load if the assignment

of new assessments cannot be flexible.
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(b) Each counsellor receiving monthly output statistics
on all counsellors, which creates the potential for
competitiveness and a sense of lack of
accomplishment if their own statistics of output
are low.

(¢) Output standards developed in 1988 that do not
reflect the present complexity of cases and greater
time involved for all areas of service delivery.

External work pressure takes the form of:

(a) Outside referral sources (e.g. lawyers and the
Court) wanting work done in an unrealistic time
period.

(b) Deadlines for reports approaching with cliénts not
following through with +their appointments and
counsellor is blamed for aelay.

(c) Other professionals prescribing methods of
intervention with little knowledge or understanding
of the service offered or the client problem.

(d) Complaints to counsellors about time frames or other

igsues by clients or referring agents.

The recommendations that could assist in alleviating
internal and external work pressure include the
following:

Internal:

(a) Standards developed in 1988 <regarding annual
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workload need to be reviewed and revised to reflect
the needs of the current client population that
Family Conciliation serves. The complexity and
intensity of conflict between family members seems
now to be a common situation requiring more of the
worker's time. For instance mediation or
assessments may often involve step-parents, step-
children and grandparents or other guardians.
Issues of spousal violence and or allegations of
child sexual abuse are characteristic of many
families referred for service. The changing nature
of the families served at this point is based on
the experience and observation of the
practitioners. More quantitative and empirical
research could be done to/more thoroughly guide the
appropriate selection of standards for the agency.
Management may also find it beneficial to compare
Family Conciliation caseloads with other court-
based social services or other agencies offering
family assessments and working with a wide variety
of family issues. Such comparisons could assist in
determing general caseload expectations and
intervention time frames.

In addition to revising the standards of the agency

the additional time required for intervention and

the complexity of family situations may also
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require that counsellors review their role in
providing public services and whether such
increased intervention is a realistic and economic
utilization of theif time and effort. A
supervisory function «could include assisting
individual employees with decisions regarding when
intervention should be terminated, i.e. when
contract with clients is completed and when further
intervention is warranted.

An area that could also be explored is the
development of more group focused intervention such
as "parenting issues for divorced parents" that may
decrease the need for individual intervention.

Management could vestablish clearly what
circumstances would be /applicable for a Court
Ordered Assessment not to be assigned or for there
to be delay in assigning. (Areas of flexibility
and consultation with staff should be components of
any newly developed policies.) Due to the extent
of emotional drain from assessments, management
could consider ‘'break" periods for individual
counsellors from doing assessments. "Updates" on
assessments that are requested by the Court should
be carefully reviewed with the counsellor who did
the initial assessment, to ensure thaf it is

appropriate for the same counsellor to do the
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assessment or assign to someone uninvolved
previously.

Individual counsellor monthly case load output and
the meeting of agency requirements could be an
issue of supervision solely and not be distributed
monthly to all counsellors.

Complaints could be directed to and dealt with by
management.

External:

Providing information about the services of Family
Conciliation and clarifying client, Court and
lawyer expectations could occur at the time of or
shortly after a referral is made, or throuéh other
general means. For instance, a fairly immediate
contact between counselior and client, even if
actual service is subject to a waiting period,
would be helpful in ensuring the client (or lawyer)
understands the process and guestions of
clarification can be addressed.

Another forum for achieving the goal of providing
clarifying information to clients and counsel could
be a revised "acknowledgement of referral" letter
from the director.

A forum for meetings between Family Conciliation
employees and The Bar Association, particularly the

Family Law Subsection, would provide an opportunity
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for the disciplines to exchange information and
clarify what a helpful role of each would be in

respect to mutual clients.

Regular meetings (e.g. twice annually) would help
to establish better rapport between the two groups,
enabling improved consultation on a case by case
basis.

Because at times <client resistance or the
unavailability of clients prevent service delivery
(assessments or mediation) or when these factors
exist and a time deadline has been established
(e.g. by the Court), the agency could develop a
clear guideline for counsellors in establishing
limits to attempts to engage the client. As well,
involvement from the iawyer of resistant or
unavailable clients is considered essential to help
reduce the time spent and stress involved in trying
to secure client cooperation.

Contracts with clients at the Dbeginning of
assessments and mediation would clearly delineate
expectations of time needed to complete the process

and the procedure if interview schedules could not

be kept.

Phyvsical Comfort Level of Office Environment

Family Conciliation moved into their present office



108
building in 1984. There have been on-going problems and
concerns regarding the physical comfort of the space
which effect employees and clients of the service. The
guality of the physical surroundings plays an important
role in creating an agreeable and pleasant work
environment, that could ultimately aid or impede
productivity.

There has been a history of efforts made by building
employees, including Family Conciliation staff, to urge
those responsible to take action to alleviate the
problenms.

The problems identified include:

(a) Extreme temperatures.

(b) Aair is stale and air circulation is poor.

(c) TIl1l1 health, circular spré;d of viruses, allergies,
tiredness, are all deemed to be symptoms of the
poor air quality.

(d) Evening or weekend work in the office is impeded

because of decreased air circulation.

The low level of air quality, particularly extreme
temperatures, also bring up concerns for clients and
their comfort level during interviews. It is commonly
acknowledged that «c¢lients involved in a marital
separation are under significant emotional distress. An

important component of mediation, as recognized by
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theorists, is "setting the stage" whereby an atmosphere
that 1s calming and comfortable for the clients 1is
established. This is seen to promote communication and
negotiation. The physical atmosphere in the existing
office space of Family Conciliation does not always aid
mediation. Counsellors have indicated that clients have
had to leave interviews due to room temperature.

Suggestions arising from counsellors include the
following:

(a) That management make this a more priorized issue to
initiate resolution or improvements.

(b) That fans be purchased for each office for short
term relief.

(¢) That more informatibn be obtained as to the purpose
and need of the agency /remaining in the office
space.

(d) That serious consideration and planﬁing be done by
the administration to move Family Conciliation into
improved facilities if the present space cannot be

made adequate.

5. Role Clarity and Clarity of Expectations

The role of +the conciliation counsellor is
considered by counsellors to be reasonably clear. There
is recognition, however, that expectations are increasing

and evolving, partly due to external demands (e.g. more
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detail in assessments) and due to the increasing skill
development of counsellors, and their readiness to do
more intense intervention work.

Family Conciliation is a relatively young program.
The evolution of the counsellors’ roles and the
increasing complexity of client issues to work with is a
natural development of a public service.

Although role clarity 1is not a large concern at
present and counsellors are satisfied with the level of
clarity, it is important that the agency acknowledge and
make decisions about whether increasing expectations are
realistic and appropriate to the counsellors role. For
instance, an emerging reality of family violencé, being
common to many divorcing couples, demands that Family
Conciliation develop guideline; that keep up to date with
this increasing social problem. Mediation where there is
or recently has been abuse, is determined as
inappropriate for many reasons, especially in
consideration of the power imbalance between the spouses.
Family Conciliation could research what pre-conditions
must be met before mediation could be possible (an
example is successful treatment of the perpetrator and
therapy for the abused spouse). It is also within this
agency'’'s role to determine how the spouses’ abusive
relationship effects children and take leadership in

advocating for the children’s needs. For instance,
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children'’s continued access with the abusive spouse'could

be detrimental for them.

6. Variety of Work, Change and New Approaches

There is reasonable satisfaction with the emphasis
on innovativeness in the work place. Family Conciliation
counsellors experience such significant demands from
their existing workloads that the focus on changes, or
assuming different responsibilities for variety, is
restricted. The charge of providing mandated services
also restricts variety. However, within the scope of
what the agency can do, the following recommendations are
made:

(a) On a regular basis, guest presenters (either from
within the agency or from other organizations)
could provide updated information on interventions
or 1issues pertaining to work with the client
population. Family Conciliation has done this
periodically and found it to be useful.

(b) As opportunities arise for employees to train
others, for example developing workshops for
external organizations or supervising social work
students within, that @ management encourage and
support taking on these responsibilities. If

training others in skill development is considered

to be a function of the agency, then workload
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adjustment of counsellors providing the training
needs to occur. For instancé, if the training
involves more than a day, then a temporary decrease
in client case load to allow for preparation and
planning would be one suggestion to alleviate the
work pressure involved.

(c) Professional development, obtaining more knowledge
and learning new skills, is considered to be a
motivator in trying new approaches and in making
the work more rewarding. Limits exist for the
public service in terms of financial support for
staff development. As previously indicated the
agency can place a greater emphasis on using local
resources for in-service training.

e

7. Autonomy Versus Control

Conciliation counsellors view autonomy as being an
important feature of a work environment. Autonomy refers
to counsellors being encouraged to be self-sufficient and
make decisions themselves that are in turn supported by
management. At Family Conciliation there is satisfaction
with the level of emphasis on autonomy. Autonomy is
reflective of trust and respect for employees. It is -
important for the agency to reinforce professionalism and
the philosophy that supervision is for support and

personal growth rather than control and setting limits.
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Involvement in an Interdisciplinary System
and With Other Child Care Agencies

There are a combination of stresses and rewards in

working with outside agencies and professionals in other

disciplines.

(a)

(b)

(e)

(a)

(b)

Rewards are considered to be:

Seeing positive change and conflict resolved in
families due to combined and cooperative effort of
all systems.

Learning what different perspectives exist regarding
client issues and learning what other skills are
being used.

Receiving positive feedback from - outside
professionals.

Stresses involved are considered to be:

The competing interests of the different systems or
players that impede successful work with clients.
For instance, c¢lients who are encouraged to be
adversarial by their lawyers often become
entrenched in a position that may not be in the
best interests of the children involved.

The policies of other child care agencies that do
not allow sharing of information regarding mutual
clients, even with client consent. Child
protection issues especially is important

information for counsellors to have when assessing
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a family, however information cannot be released.
Pressure from external professionals to complete
work within a certain time frame, and pressure to
provide certain kinds of service or intervention
that 1s not appropriate. (For example, when
counsel for clients suggest the counsellor only
meet with the children to determine a child care
arrangement because the parents are unwilling‘to

become involved in mediation themselves.)

The primary recommendation to enhance the rewards of

working within a multi-disciplinary system and alleviate

the stress is the continuing effort of management and

employees to build rapport with others. Suggested ways

-

to do this include:

(a)

(b)

More frequent meetings with lawyers involved in
Family Law to update them on the services of Family
Conciliation and the role each discipline can
assume. Such review is likely to be an on-going
task as new lawyers enter Family Law.

Family Conciliation has representation at monthly
meetings that are focused on the operation of the
Family Division Court. Representatives of the
Court as well as the Family Law subsection are
present at these meetings providing a context for

Family Conciliation to inform the others about new
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developments or issues of the service. This could
be an opportunity to engage the representatives in
making feasible plans to bring lawyers and
conciliation counsellors together to focus on areas

of mutual concern and build rapport.

Family Conciliation and the Family Division Court

A present area of dissatisfaction for counsellors is
the lack of involvement or interaction with the Family
Court Justices. There is a belief that means of
interaction can enhance mutual learning and service
delivery that relate to the mutual client population of
divorcing families..

Suggestions for ways to meet the above need are as
follows: )

(a) Invite the Associate Chief Justice of the Family
Division to regular meetings (e.g. once monthly)
with counsellors to identify and discuss issues.
As well it will ©provide the opportunity £for
counsellors to become updated on Court rules and
procedures that clients can be informed about, and
that assist counsellors in being knowledgeable
about a system that directly effects clients.

(b) Conduct periodic (e.g. twice annually) seminars on

topic areas of interest to both counsellors and

Justices. Presentations could be by conciliation



116
counsellors on current issues and research
effecting families of divorce.

Examples of topic areas include:
| The long term effects that witnessing abuse

between their parents has upon children.

n Long term effects of disrupted access on
children.
SUMMARY OF RECOMMENDATIONS

Areas of job stress and job satisfaction have been
identified for +the conciliation counsellors of Family
Conciliation. In addition, suggestions have been made in
relation to these job components with a view to improving the
work environment.

These suggestions are c;nsidered. to be feasible
goals of the public service. If they become agency goals,
some can be put into place within a reasonable time frame and
require only the commitment of the staff and agency director.
These shorter term goals might involve increasing in-service
training; setting up a forum for meetings with the Family Law
subsection; establishing areas of flexibility in relation to
the monthly assignments of Court Ordered Assessments; restrict
vthe review of monthly output statistics to management and
administration requirements only; revising the initial
acknowledgement of referral letter from the director to

provide better information to the clients and their lawyers on
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the services of Family Conciliation and what is expected from
them; purchase fans for offices.

Other goals may require more time and research as
well as administrative input. These might include revising
the annual output standards to reflect the more time consuming
intervention or complex client situations that have evolved
since the standards were first developed; advocating for an
improved physical environment or making a decision to move
from the existing space; increasing the use of co-mediation
and co-assessing with colleagues.

Some recommendations will involve the input and
joint planning with other groups, such as developing
educational seminars with topics of mutual concern to the
conciliation counsellors and Family Division Justices.

The recommendations for/reducing job stress and
increasing job satisfaction is not exhaustive. They are
intended to be a structured beginning to improving the quality

of the work environment for Family Conciliation employees.

CONCLUDING COMMENTS AND PERSONAL EXPERIENCE

This practicum’s objective was an opportunity for me
to increase my knowledge about stress in the workplace and
develop a process of interaction among the staff that would
help me learn skills to assist staff in my capacity as
supervisor. The most significant development for me is an

appreciation for the importance and benefits of providing a



118

structured forum for employee groups to discuss issues of
stress in their jobs. The process of the staff’s input, their
openness and willingness to talk about it, as well as their
problem solving around making positive changes, confirmed the
information found in the literature review.

I gained confidence as a supervisor in approaching
sensitive issues with staff and know that I am capable of
continuing to identify where stress exists for employees and
how to engage them as a team in focusing on short term, task-
oriented discussion and problem-solving.

The experience of the practicum has made me realize
that the process of learning to identify areas of job stress
and satisfaction, as well as engaging employees in fhe work
around these issues, is an on-going function of the unit. It
is not sufficient that we assume wh;t the issues are and what
to do about them. The strength and appropriateness of
employees providing direction is very clear. However,
managers should take leadership and highly support the
process.

There were also advantages for the conciliation
counsellors as a result of participating in this research.
Primarily, the process of identifying and addressing areas of
job stress created group cohesion and an opportunity to begin
the process of team building. There was a risk and chailenge

for them in identifying where growth and changes are needed

but the process was supportive and non-threatening. In
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addition, the employee group obtained some re-affirming
information about the strengths of the group which were many
and very significant to them. The recognition of their
strengths would have also created a less threatening path to
examining areas the work environment needs improvement.

There were some handicaps for me during this
practicum. I was appointed Acting Program Director for Family
Conciliation during the practicum. This change, as well as
other staff changes contributed to a period of adjustment for
employees. I was concerned that as a manager, I would be
unsuccessful at achieving staff input on sensitive issues,
some of which directly involved their feelings towards
management. I wondered if my new position would have a
negative influence on staff involvement. The confidentiality
of the questionnaires was very iméortant. I also provided
employees with information about the group profile and their
identified issues prior to the meetings. Written comments and
gquestions derived from this meeting were given to staff prior
to the second meeting as a further attempt to emphasize how
their involvement shapes direction of planning.

Another frustration I experienced was limited time
frames that exist for the employees in concentrating on issues
of the work environment. Work pressure demands regarding
client work make it difficult for employees and management to
legitimize the time needed to explore the concerns and

strengths of the work environment. As a result of what I have
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learned from this practicum I believe that an investment of
time and effort on improving the work environment is an
organizational investment in encouraging employees to remain
committed to their work. Ultimately such commitment and
involvement on the part of employees leads to benefits for
clients as well. As a manager, this practicum has
strengthened my commitment to make the work environment a
healthy and positive experience for employees. There were
also drawbacks for the conciliation counsellors in the
conducting of this research. The time and effort required
from them during their busy schedules likely produced a
greater workload for them. It is quite likely that their
commitment and participation was due to the fact that the
researcher was not only a staff member but their director.
Whether or not all issues concerniné/management were raised is
undetermined, whereas if an outside researcher worked with the
group, more issues may have been addressed. As the researcher
neutrality in many instances was difficult to maintain because
of the impact issues had upon myself.

An additional drawback is that the recommendations
made need to be instituted in order for counsellors to feel
their work on them has been productive and ultimately for them
to experience more value as emploYees. Management and
employees not following through with their plans is a risk
since time and effort are required.

In conclusion, I have found this practicum to be a
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rewarding experience in the knowledge I have gained from it
and the direction it has provided for the agency to work with.
The opportunity and challenges of interacting with counsellors
around issues of mutual concern and identifying their
strengths was particularly gratifying. My desire is that the
practicum has been a positive initiative for growth and change

in the agency.
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APPENDIX A

An Index of Job Satisfaction
(Brayfield & Roth, 1951)

JOB QUESTIONNAIRE

Some jobs are more interesting and satisfying than others. This blank
contains eighteen statements about jobs. You are to cross out the phrase
below each statement which best describes how you feel about your present
job. There are no right or wrong answers. I should like your honest
opinion on each one of the statements. Work out the sample item numbered
(0).
0. There are some conditions concerning my job that could be improved.

STRONGLY AGREE AGREE UNDECIDED DISAGREE STRONGLY DISAGREE
1. My job is like a hobby to me.

STRONGLY AGREE AGREE UNDECIDED DISAGREE STRONGLY DISAGREE
2. My job is usually interesting enough to keep me from getting bored.

STRONGLY AGREE AGREE UNDECIDED DISAGREE STRONGLY DISAGREE
3. It seems that my friends are more interested in their jobs.

STRONGLY AGREE AGREE UNDECIDED DISAGREE STRONGLY DISAGREE
4. I consider my job rather unpleasant.

STRONGLY AGREE AGREE UNDECIDED DISAGREE STRONGLY DISAGREE
5. I enjoy my work more than my leisure time.

STRONGLY AGREE AGREE UNDECIDED DISAGREE STRONGLY DISAGREE
6. I am often bored with my job.

STRONGLY AGREE AGREE UNDECIDED DISAGREE STRONGLY DISAGREE
7. I feel fairly well satisfied with my present job.

STRONGLY AGREE AGREE UNDECIDED DISAGREE STRONGLY DISAGREE
8. Most of the time I have to force myself to go to work.

STRONGLY AGREE AGREE UNDECIDED DISAGREE STRONGLY DISAGREE
9. I am satisfied with my job for the time being.

STRONGLY AGREE AGREE UNDECIDED DISAGREE STRONGLY DISAGREE

10. I feel that my job is no more interesting than others I could get.
STRONGLY AGREE AGREE UNDECIDED DISAGREE STRONGLY DISAGREE

11, I definitely dislike my work.
STRONGLY AGREE AGREE UNDECIDED DISAGREE STRONGLY DISAGREE

12. I feel that I am happier in my work than most other people.
STRONGLY AGREE AGREE UNDECIDED DISAGREE STRONGLY DISAGREE



13.

14.

15.

16.

17.

18.

Most days I am enthusiastic about my work.
STRONGLY AGREE AGREE UNDECIDED DISAGREE

Each day of work seems like it will never end.
STRONGLY AGREE AGREE UNDECIDED DISAGREE

I like my job better than the average worker does.

STRONGLY AGREE AGREE UNDECIDED DISAGREE

My job is pretty uninteresting.
STRONGLY AGREE AGREE UNDECIDED DISAGREE

I find real enjoyment in my work.
STRONGLY AGREE AGREE UNDECIDED DISAGREE

I am disappointed that I ever took this job.
STRONGLY AGREE AGREE UNDECIDED DISAGREE

APPENDIX A (Cont'd)

STRONGLY

STRONGLY

STRONGLY

STRONGLY

STRONGLY

STRONGLY

DISAGREE

DISAGREE

DISAGREE

DISAGREE

DISAGREE

DISAGREE



The Cornell Job Descriptive Index (P. Smith,

The following scale asks that you put a

" describes the particular aspect of your job (work, pay and so forth).

an "N" 1f the item does not describe that aspect, or "?" if you cannot
decide.

WORK PAY PROMOTIONS
_____ Fascinating _____ Income adequate for _____ Good opportunity
____ Routine normal expenses for advancement
_____ Satisfying _____ Satisfactory profit ____ Opportunity some-
____ Boring sharing what limited
_____ Good _____ Barely live on income ___ Promotion on
____ Creative ____ Bad ability
____ Respected _____ Income provides _____ Dead-end job
R ; o) o luxuries _____ Good chance for
___ Pleasant _ Insecure promotion
____ Useful _____ Less than I deserve _____ Unfair promotion
_____ Tiresome ___ Highly paid policy
____ Healthful _____ Underpaid ____ Infrequent promotions
____ Challenging ____ Regular promotions
_____ On your feet _____ Fairly good chance
____ Frustrating for promotion
_____ Sinmple
_____ Endless
_____ Gives sense of

accomplishment )

SUPERVISION PEOPLE
____ Asks my advice ___ Stimulating
_____ Hard to please ____ Boring
_____ Impolite _____ Slow
____ Praises good work ____ Ambitious
____ Tactful ____ Stupid
___ Influential ____ Responsible
____ Up-to-date _____ Fast
___ Doesn't supervise _ Intelligent

enough _____ Easy to make
___ Quick-tempered enemies
____Tells me where I ____ Talk too much

stand ____ Smart
_____ Annoying ____ Lazy
____ Stubborn ____ Unpleasant
_____ Knows job well _____ No privacy
_____ Baa ____Active
____ Intelligent _____ Narrow interests
___ Leaves me on my ___ Loyal

owInl

Around when needed
Lazy

APPENDIX B

1976)

IIYII

Hard to meet

beside an item if the item
Put



APPENDIX C

Sample Items for the
Work Environment Scale Real Form
by Paul M. Insel and Rudolf H. Moos

Directions: These statements are about the place in which you
work. The statements are intended to apply to all work
environments. However, some words may not be quite suitable for
your work environment. For example, the term "supervisor" is
meant to refer to the boss, manager, department head, or the
person or persons to whom an employee reports. You are to decide
which statements are true of your work environment and which are

false.

Involvement Scale

1. The work is really challenging.

Peer Cohesion

2. People go out of their way to help a new employee feel
comfortable.

Task Orientation

5. People pay a lot of attention to getting work done.

Work Pressure

6. There is constant pressure to keep working.

Control

8. There's a strict emphasis on following policies and
regulations.

Innovation

9. Doing things in a different way is valued.

Supervisor Support
13. Supervisors usually compliment an employee who does

something well.

Autononmy
14. Employees have a great deal of freedom to do as they like.

Clarity
17. Activities are well-planned.

Physical Comfort
20. The lighting is extremely good.

From Work Environment Scale by Paul M. Insel and Rudolf H. Moss.
Copyright 1974 by Consulting Psychologists Press, Inc. All
rights reserved. Further reproduction is prohibited without the
Publisher's written consent.



APPENDIX C (Cont'd)
Sample Items for the
Work Environment Scale Ideal Form
by Paul M. Insel and Rudolf H. Moos

Directions: These statements are about work environments. They
ask you what you think an ideal work environment would be like.
You are to decide which statements are true of an ideal work
environment and which are false.

The statements are intended to apply to all work environments.
However, some words may not be quite suitable for your work
environment. For example, the term "supervisor" is meant to
refer to the boss, manager, department head, or the person or
persons to whom an employee reports.

Involvement Scale

1. The work will be really challenging.

Peer Cohersion

2. People will go out of their way to help a new employee feel
comfortable.

Task Orientation

5. People will pay a lot of attention to getting work done.

Work Pressure

6. There will be constant pressure to keep working.

Control ’

8. There will be a strict emphasis on following policies and
regulations.

Innovation

9. Doing things in a different way will be valued.

Supervisor Support
13. Supervisors will usually compliment an employee who does

something well.

Autonony
14. Employees will have a great deal of freedom to do as they

like.

Clarity
17. Activities will be well-planned.

Physical Comfort
20. The lighting will be extremely good.

From Work Environment Scale by Paul M. Insel and Rudolf H. Moos.
Copyright 1974 by Consulting Psychologists Press, Inc. All
rights reserved. Further reproduction is prohibited without the
Publisher's written consent.




APPENDIX D

The Crown Marlowe Social Desirability Inventory

(Crowne, Marlowe 1964)

SDI

Listed below are a number of statements concerning personal

attitudes and traits. Read each item and decide whether the
statement is true or false as it pertains to you personally

and circle either T or F.

T F 1
T F 2
T F 3
T F 4
T F 5
T F 6
T F 7
T F 8
T F 9
T F 10

I'm always willing to admit it when I
make a mistake.

I always try to practice what I preach.

I never resent being asked to return a
favour.

I have never been irked when people
expressed ideas very different from my
own.

I have never deliberately said something
that hurt someone's feelings.

I like to gossip/at times.

There have been occasions when I took
advantage of someone.

I sometimes try to get even rather than
forgive and forget.

At times I have really insisted on
having things my own way.

There have been occasions when I have
felt like smashing things.



APPENDIX E

Additional Comments Section

Please indicate what in your view are the most stressful
components of conflict resolution work with families of divorce?

What do you feel would contribute most to your continued career
in this field? (Bg. speciality of the work, pay, the people you
work with, opportunity etc.)

Do you believe that conflict resolution work is more stressful
than other areas of direct service” with clients? (Please
indicate your reasons why or why not.)

Conciliation Counsellors must work in the context of an
interdisciplinary environment involving lawyers, judges and
community social service agencies.

(a) What do you experience to be most stressful in relation to
this?




APPENDIX E (cont'd)

(b) What do you experience to be most rewarding?

What do you feel contributes most to your satisfaction with your
work environment?

What would contribute most to your dissatisfaction with the work
environment?




APPENDIX T

Interpretive Report Form (WES) Form R
(Moos, 1986)

Nelationship Dimenslons

The first throo dimanslons measured by the WES are the Relallonship Dimenslons,
which assoss how commillod employeaes ara to thelr Jobs, how lilandly the amployoos
ate, and how suppotlive lhey are of each other, and how suppoitlve managais aro of

omployoes.

Involvement (I)
0 . 1 . p) . 3 . 4 . 5 . [ . 7 . 1] . 9

— i | NS | i | SOE—— t | Q— | | DU
constdnrably woll  Dolow avg. tbove  woll cons,
bolow avg. bolow  avg. avg. obove above

avg. avy. avy.

Tho Involvement subscale measures the extent lo which employees aro concernod
about and commiltod 1a their Jobs, for example: how challenglng the wotlk Is, the piido
peoplo hava In tho organization, and the ellort they pul Into what they do.

Peer Coheslon (PC) 7
o -« 1 . 2 . 3 . 4 . 5 . 6 . 7 . g8 +« 9

—— ) 1 ) ] 1 ] ] ] L -
considorably well  bolow avg. above well cons.
bolow avg. below  avg. avg. above above

avg. avy. av.

Tha Peer Coliosion subscale taps the xient lo which employeas are lriendly and
suppoitive of one anolhor, for oxample: the ellort peoplo make lo help a now employca
leol comlonable, tho interest they have In each other; and how lrani thoy aro about

their fealings.

Supervisor Suppor!l (S35)
o - f + 2 + 3 + 4 « 5 + & - T - 0D -9

e ) 1 [ —J IR WO | | O
considorably voll  bolow avg. above  wall cons.
below avg. bolow  avg. avg.  above abovo
avg. avg. avg.

Tha Supoivisor Supporl subscale assesses lhe extont lo which management Is suppor-
tivo of amployees and encourages them to be suppotlive ol one anolher, for examplo:
how ollen supervisors compliment an employee who does somathing wall, how often
thay givo lull cradit lo the Ideas conlribulad by employoees, and whethsr omployees lool
lioe to ask lor a ralso.



APPENDIX I (Cont'd)

Personal Growlh or Goal Orlentation Dimenslons

The Porsonal Growlh, or Goal Orienlalion, subscales make up anolher sol of WES
dimanslons. This sel focuses on the emphasls on Independence, gelting the Job done,
and Job domands. These dimenslons Include the Autonomy, Task Orlentation, and
Woik Prossura subscales. All three subscales conlribule to a description of tho wotlk
solling's goal otlonlation; Aulonomy and Task Orlentalion tap personal growlh dimen-
slons as woll,

Autonomy (A)
o - 1 + 2 « 3 =+ 4 - 5 =+~ 6 = 7 - B - 9

1 1 ] | SSS—— i 1 | SE———
considorably woll  below avg. above woll . cons,
bolow avg. balow avg. avg. nbovo abovo

avg. ovg. avg.

The Autonomy stibscala measures the exlent to which employees are encouraged to
be sell-sulliclent and lo malsp thelr own decislons, for examplo: how much freedom
employoos hava lo do as they lilke, how much they are encouraged to make thoir own
doclsions, and wholhor paople can use lheir own Iniliatlve to do things.

Task Orlentatlon (TO)
(VI { . 2 . 3 . 4 . 5 . 6 . 7 . 9 - 9

] 1 ) ) (I (B 1 [P
considurably well  bolow  avg. abova  woll cons.
balow avg. bolow  avg. avg.  above abovo
avg. avg. avg.

The Task Oriontatlon subscals taps the degree of emphasis on good planning, olll-
ciency, and gelting the job done, lor example: how much allention peopla pay to
galling wotk dono, how olten things gel “put oll until lomorrow,” and how elficiont and

task-otionted the worliplace Is.

Work Pressure (WP)
0 . 1 . 2 . 3 . 4 . 5 . 6 . 7 . 1] . 9

) L 1 3 L 1 ] 1 1 1

consldarably well below avg. above  wall cons.
bolow avg. balow avg., avg.  above above
avg. avg. avg.

The Work Pressuro subscalo assassos lthe dagree 1o which the prossure of woik and
time urgancy dominaloe the Job milleu, for example: how much pressura there Is lo
kaep woiking, how olten thare seems lo be an urgancy about everything, and whethor
pooplo can allord fo relax.



APPENDIX F (Cont'd)

Syslem Malnlenance and System Change Dimenslons

Tho System Malntenance and Syslem Changa Dimenslons, the last sel of dimensions
measured by lho WES, assass the woik setling’s amphasls on rules and policles and
on varloly and Innovation; It also laps the pleasantness ol the physical selting. The
lour subscalas In Ihls domaln are Clarily, Conlrol, Innovallon, and Physlcal Comloil.

Clarity (C)
o - 1 . 2 . 3 . 4 . 5 N 6 . 7 . 3} 8
) 1 1 | S ] t J 1
cansidorably woll  bolow avg. nbovo  woll cons. -
bolow avy. bolow avg. avg.  nbova abovo
avg. avy. avg.

Tho Clarily subscala taps the exlen! to which employees know what o expoct in thelr
daily routine and how explicilly rules and policlos are communicaled, for examplo: how
wall activities are planned, how clearly the responsibllilles ol suporvisors ara delined,
and how wall the delalls of assigned Jobs are explalned 1o employoos.

Conlrol (ClI)
6 + { « 2 « 3 + 4 + B +« 6 <« T <+ 8 9

1 [ 1 1 o 1 1

considorably 7 woll  bolow  avg. above  well cons,

bolow avg. bolow  avg. avg.  nbova abovo
avg. av. avg.

The Control subscale assosses the extent 1o which managomont usos rules and
pressures lo koap employees under conlrol, for example: how much lollowing policles
and regulatlons Is emphaslized, whother people ara expoected to follow sot rulas in
dolng their work, and how closely supervisors walch employaees.

-

lnnovallon {Inn)
o - 1 . 2 . 3 . 4 . 5 v 6 ¢ 7 . g « 9
J 1 L

1 ] [} J L 1 t
considorably woll  below ovg.  above  well cons.
bolow avg. bolow vy avg.  nboveo above
avg. avg. avg.

The Innovatlon subscale moeasures the degree of amphasls on varlaly, change, and
new approachaes, for examplae: whother doing things In a dillerent way Is valuod,
whothor now and diflerent Ideas are iried out, and whelher the place Is ona of the {irsl

to iy oul a now ldoa.

Physlcal Comfort (Com)

o - 1 e 2« 3 « 4 « B + B s« T e p -9
i L ] i | SU— | L 1 L
consldmably woll  below  avg. abova  woll cons.
bolow avg. balow  avg. avg.  nbovo above
avg. avy. avg.

The Physical Comloit subscale measures the extenl o which the physical surround-
Ings contribule to a pleasanl work environment, for exampls: how good the lighting ls,
how slylish and modorn the place appears, and wholher the colors and dacorations
malke the place wann and cheerful to work In.
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