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A B S T R A C T

T h is  is  a  q u a li ta t iv e  s tu d y  o f  e m o tio n a li ty , o rg a n isa tio n a l c u ltu re  a n d  

m a s c u lin i ty  w ith in  an  in te ra c t iv e  w o rk p la c e . T h e  w o rk p la c e  u n d e r  s c ru tin y  is th e  

Q u e e n s la n d  A m b u la n c e  S e rv ic e  (Q A S ) , a  p u b l ic  s e c to r  o rg a n is a tio n  th a t p ro v id e s  

b o th  c o n v e n tio n a l and  a e r ia l  p re -h o s p ita l  e m e rg e n c y  c a re  a n d  tra n sp o rt to  a ll p e rs o n s  

liv in g  in  th e  A u s tra lia n  s ta te  o f  Q u e e n s la n d . T h e  w o rk s  o f  H o c h sc h ild , a n d  th e  

b u rg e o n in g  s tu d ie s  o f  o rg a n is a t io n a l  e m o tio n a l i ty  p ro v id e  a  f ra m e w o rk  w h ic h  

i l lu m in a te s  th e  link s b e tw e e n  th e  p ra c t ic e  o f  e m o tio n a l  la b o u r  a n d  th e  p r iv i le g in g  o f  

p a r t ic u la r  k in d s  o f  e m o tio n a li ty  w ith in  th e  Q A S .

T h e  fin d in g s  a re  b a s e d  o n  o b s e rv a tio n a l  a n d  in te rv ie w  d a ta  c o lle c te d  o v e r  a  

p e r io d  o f  fif te e n  m o n th s . D u r in g  th is  t im e , f iv e  h u n d re d  h o u rs  w a s  sp en t in  th e  f ie ld  

o b s e rv in g  o n e  h u n d re d  a n d  te n  c a se s . T h ir ty  in d e p th  in te rv ie w s  w e re  h e ld  w ith  

o f f ic e rs  f ro m  th e  sev en  Q A S  re g io n s .

T h is  s tu d y  illu s tra te s  th a t  e m o tio n a l  la b o u r  n e e d s  to  b e  s tu d ie d  in  th e  c o n te x t 

o f  th e  e m o tio n a l c u ltu re  in  w h ic h  it  is  p ra c tic e d . T h is  a p p ro a c h  to th e  s tu d y  o f  

e m o tio n a l  la b o u r  has m a d e  tra n s p a re n t  th e  c ru c ia l  ro le  in tra -g e n d e r  re la tio n s  p la y  in  

th e  c o n s ti tu t io n  and  re p ro d u c tio n  o f  o rg a n is a t io n a l  e m o tio n a li ty  w ith in  th e  Q A S . T h e  

e x is te n c e  o f  fro n ts tag e  a n d  b a c k  s ta g e  m a s c u lin i t ie s  is  i l lu s tra tiv e  o f  h o w  e m o tio n a l 

c u ltu re  is  c o n s tru c te d  a n d  m a in ta in e d  th ro u g h  g e n d e re d  o rg a n is in g  p ro c e sse s .
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V l l

A C K N O W L E D G E M E N T S

I ’d  lik e  to  ta k e  th is  o p p o r tu n i ty  to  th a n k  th e  m a n y  p e o p le  w h o se  in te lle c tu a l,  

f in a n c ia l  a n d  e m o tio n a l s u p p o r t h a v e  m a d e  it  p o s s ib le  fo r  m e  c o m p le te  th is  th e s is .

D r  M ic h a e l  E m m iso n  a n d  D r J im  M c k a y  h a v e  p ro v id e d  e x c e lle n t in te lle c tu a l 

g u id a n c e  as th e s is  s u p e rv iso rs  a n d  c o l le a g u e s  d u r in g  th e  p a s t fo u r  y e a rs . I w o u ld  a lso  

l ik e  to  th a n k  th e m  fo r  th e ir  p a t ie n c e  a n d  in s ig h t  w h e n  I w a s  ‘lo s t in  th e  f ie ld ’ on  

s e v e ra l  o c c a s io n s , s e e m in g ly  n e v e r  to  re tu rn .

I  w o u ld  a lso  lik e  to  a c k n o w le d g e  th e  s u p p o r t  o f  P ro fe s s o r  Ja k e  N a jm a n  an d  

c o lle a g u e s  A n g e la  C o co , D e b b ie  K e ll ie , J u l ie  M a c m illa n ,  an d  C a lv in  S m ith .

M y  h u s b a n d  P e te r  P e a rc e  h a s  p a t ie n t ly  a n d  lo v in g ly  su p p o r te d  m e  th ro u g h  th e  tr ia ls  

a n d  tr ib u la t io n s  o f  th e  p a s t  few  y e a rs . H is  w o n d e r fu l  s e n se  o f  h u m o u r  a n d  m a n y  

w o rd s  o f  e n c o u ra g e m e n t h a v e  h e lp e d  m e  e n o rm o u s ly  th ro u g h  se v e ra l d if f ic u lt  

p a tc h e s . I  w o u ld  a lso  l ik e  to  a c k n o w le d g e  th e  s u p p o r t  an d  a f fe c t io n  o f  L o u is  P ie rre  

‘L o u ie ’ a n d  d e a r ly  d e p a r te d  H a rry  w h o  h a v e  b e e n  c o m p a n io n s  in  th e  tru e s t sen se . 

L o u ie  is  e x tre m e ly  p le a s e d  th a t he  is  n o w  a b le  to  re c la im  h is  fa v o u r ite  se a t in  f ro n t o f  

th e  c o m p u te r . M a n y  th a n k s  n e e d s  g o  to  m y  d e a r  f r ie n d  S u sa n  S h e p p a rd  a n d  m y  s is te r  

L in d a  B o g n a r . W ith o u t th e ir  e n c o u ra g e m e n t a n d  s u p p o r t  I w o u ld  n o t h a v e  e v e n  set 

fo o t  in s id e  a  u n iv e rs ity , le t a lo n e  c o m p le te d  a  d e g re e .

T h is  th e s is  w o u ld  n o t h a v e  b e e n  p o s s ib le  w i th o u t  th e  su p p o rt o f  th e  Q u e e n s la n d  

A m b u la n c e  S e rv ic e . I w o u ld  e s p e c ia lly  l ik e  to  th a n k  th o se  o ff ic e rs  w h o  to o k  v a lu a b le  

t im e  o u t  to  b e  in te rv ie w e d .

T h is  th e s is  is d e d ic a te d  in  lo v in g  m e m o ry  o f  m y  fa th e r , K e v in  B o y le , m y  m o th e r , 

R i ta  O ’D r is c o ll ,  and  a ll m y  re la tiv e s  w h o  h a v e  b e e n  o r  a re  p re s e n tly  e m p lo y e d  a t th e  

S u n b e a m  a n d  D u n lo p  fa c to r ie s  s i tu a te d  in  C o rk  C ity , Ire la n d . F o r  th e m , th e  

o p p o r tu n i ty  to  p e rfo rm  e m o tio n a l la b o u r  w a s , a n d  s ti l l  is, th e  le s s e r  o f  th e  tw o  e v ils .
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C H A P T E R  1

IN T R O D U C T IO N

T h is  th e s is  is a  c o n tr ib u tio n  to  th e  b u rg e o n in g  f ie ld  o f  th e  s o c io lo g y  o f  e m o tio n , 

in  p a r t ic u la r  th e  s tu d y  o f  o rg a n is a t io n s  as s ite s  o f  e m o tio n a l  p ro c e ss  w o rk . I t  u se s  an  

in te n s iv e  c a s e  s tu d y  a p p ro a c h  to  e x p lo re  th e  c o n n e c tio n s  b e tw e e n  e m o tio n a lity , 

m a s c u l in i ty  a n d  c u ltu re  w ith in  an  in te ra c tiv e  s e rv ic e  w o rk p la c e . T h is  te rm  re fe rs  to a  

s e rv ic e  o r ie n te d  w o rk p la c e  in  w h ic h  in te ra c t io n  b e tw e e n  th e  se rv ic e  p ro v id e r  an d  

s e rv ic e  re c e p ie n t is th e  a c tiv ity  a ro u n d  w h ic h  a ll o th e r  a c tiv it ie s  p e rfo rm e d  w ith in  th e  

w o rk p la c e  re v o lv e . T h e  s ite  c h o se n  fo r  th is  in v e s t ig a tio n  w a s  th e  Q u e e n s la n d  

A m b u la n c e  S e rv ic e  (k n o w n  h e re a f te r  as th e  Q A S ), a  p u b lic  s e c to r  o rg a n is a tio n  w h o se  

p r im a ry  o b je c tiv e  is the p ro v is io n  o f  p re -h o s p ita l  e m e rg e n c y  c a re  to a ll p e o p le  l iv in g  in  

th e  A u s tra l ia n  s ta te  o f  Q u e e n s la n d .

A s  p a r t  o f  th e ir  d u tie s  as ‘c a r in g ’ a m b u la n c e  o ff ic e rs , Q A S  o n -ro a d  s ta f f  are  

e x p e c te d  to  p e rfo rm  as e m o tio n a lly  c o m p le x  in d iv id u a ls  w h ile  s im u lta n e o u s ly  a d h e r in g  

to  a  r ig id ly  h e g e m o n ic a lly  m a s c u lin is t  c o d e  o f  c o n d u c t. O n  th e  o n e  h a n d , o ff ic e rs  are  

e x p e c te d  to  d isp la y  th e  ‘s o f te r ’ e m o tio n s  o f  c o m p a s s io n , e m p a th y  a n d  c h e e rfu ln e s s  in  

p u b l ic  re g io n s  w h ils t  on  th e  o th e r  h a n d  re f ra in in g  f ro m  th e  e x p re ss io n  o f  g rie f , re m o rse  

o r  s a d n e s s  in  th e  c o m p a n y  o th e r  o ff ic e rs . T h is  e x p e c ta t io n  is n o t h a rs h  in  its e lf , b u t 

b e c o m e s  u n te n a b le  w h e n  th e  o rg a n is a tio n  in  q u e s t io n  re lie s  h e a v ily  u p o n  th e  p r iv a tis in g  

o f  e m o tio n a l  p ro c e ss  w o rk  th a t  is a c tu a lly  a  s ta g e  in  th e  p ro c e ss  o f  p e rfo rm in g  

e m o tio n a l  la b o u r  itself. E m o tio n a l p ro c e ss  w o rk  is  d e f in e d  as th e  e m o tio n  w o rk  in  

w h ic h  o f f ic e rs  en g ag e  a fte r  e m o tio n a l la b o u r  h a s  b e e n  p e rfo rm e d . W h ile  th is  p ra c tic e  

in c o rp o ra te s  w h a t H o c h sc h ild  (1 9 8 3 ) re fe re d  to  as  e m o tio n a l m a n a g e m e n t, in  th is



p a r t ic u la r  c o n te x t it  is u se d  to  d if fe re n tia te  b e tw e e n  th e  p ro c e sse s  u se d  in  e m o tio n a l 

la b o u r , a n d  th o s e  u tilis e d  to  m a k e  sen se  o f  th e  in te ra c t io n  to  w h ic h  e m o tio n a l la b o u r  is  

c e n tra l.

E m o tio n a l  la b o u r is d e f in e d  h e re  as th e  a p p ro p r ia te  le v e l o f  d isp la y , fe e l in g  an d  

e x c h a n g e  th a t  o c cu rs  b e tw e e n  th e  s e rv ic e  p ro v id e r  a n d  th e  s e rv ic e  re c ip ie n t. T h e  

p ra c t ic e  o f  e m o tio n a l la b o u r  in c lu d e s  in d iv id u a l  e m o tio n  w o rk  an d  e m o tio n  

m a n a g e m e n t o f  o th e r s ’ fe e lin g s . T h e  r ig h t le v e l o f  d is p la y  is d e te rm in e d  b o th  w ith in  th e  

im m e d ia te  p a ra m e te rs  o f  th e  s e rv ic e  e n c o u n te r , a n d  th e  e m o tio n a l c u ltu re  in  w h ic h  th e  

s e rv ic e  e n c o u n te r  is p e rfo rm e d . A n  a n a ly s is  o f  h o w  e m o tio n a l la b o u r  is s i tu a te d  w ith in  

th e  Q A S  is  o n e  w a y  o f  d e te rm in in g  h o w  o rg a n is a t io n a l  e m o tio n a lity  m a y  be  c o n s tru c te d  

a n d  re p ro d u c e d . In  th e  Q A S  c o n te x t, e m o tio n a l  la b o u r  is sp e c if ic a lly  d e f in e d  as th e  

m a n a g e m e n t o f  th e  e m o tio n a l in te r fa c e  b e tw e e n  a m b u la n c e  o ff ic e r  a n d  p a tie n t, a n d /o r  

p e r s o n s  lo c a te d  w ith in  th e  v ic in ity  o f  th e  in te ra c t io n  w ith  w h o m  th e  o ff ic e r  n e e d s  to  

c o m m u n ic a te  in  o rd e r  to s u c c e s s fu lly  a c c o m p lis h  th e  ta s k  a t h an d .

T h e  te rm s  e m o tio n a l c u ltu re  a n d  o rg a n is a t io n a l  e m o tio n a lity  a re  u sed  

in te rc h a n g e a b ly  th ro u g h o u t th is  th e s is . T h is  is d o n e  to  h ig h lig h t tw o  p o in ts : h o w  th e 

la tte r  c o n c e p t  is c u ltu ra lly  c o n s ti tu te d , a n d  to e m p h a s is e  th a t o rg a n is a tio n s  a re  b o th  

c u ltu re s  a n d  a f fe c t re g u la to rs  (A lv e s so n , 1 9 9 2 ). E m o tio n a l c u ltu re  is a  c o n c e p t 

b o r ro w e d  fro m  G o rd o n ’s (1 9 8 9 )  w o rk  o n  th e  in s t i tu t io n a lis a t io n  o f  e m o tio n a lity , in  

w h ic h  h e  d is tin g u is h e s  b e tw e e n  e x p lic it  a n d  im p lic i t  fe e lin g  ru le s . F e e lin g  ru le s  a re  

g u id e lin e s  th a t  d e lin e a te  z o n e s  w ith in  w h ic h  an  o rg a n is a tio n a l m e m b e r  is ab le  to  fee l in 

a  g iv e n  s itu a tio n . T h e se  ru le s  a re  a sc r ib e d  to  p a r t ic u la r  g ro u p  s o c ia l a c tio n s , a n d  a re  

g e n e ra l ly  in d ic a to rs  fo r h o w  c lo s e ly  lin k e d  c e r ta in  fe e lin g s  an d  s itu a tio n s  sh o u ld  b e . A s 

fe e lin g  ru le s  a re  c u ltu ra l p ro d u c ts , th e y  a re  f lu id  a n d  c h a n g e a b le . F o r  in s ta n c e , Q A S
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o f f ic e r s  a re  n o w  a b le  to s h e d  te a rs  a f te r  a  S u d d e n  In fa n t  o r  ‘C o t’ D e a th  (S ID S ). T h is  

c h a n g e  in  fe e lin g  ru le s  as th e y  a p p ly  to  th e  d e a th s  o f  c h ild re n  h as  o c c u rre d  as a  re s u lt  o f  

a  c o m b in a tio n  o f  b ro a d e r  so c ie ta l  c h a n g e  as w e ll as m ic ro  c h an g e s  w ith in  th e  Q A S . In  

th e  c a s e  o f  S ID S , a  c o n s id e ra b le  a m o u n t o f  in fo rm a tio n  ab o u t g r ie f  re a c tio n s  to  th e  

s u d d e n  d e a th  o f  an  in fa n t is n o w  w id e ly  a v a ila b le . T h ro u g h  th e  p ro c e ss  o f  in fo rm in g  

fa th e rs  a b o u t th e  le g itim a c y  o f  th e ir  n o n - tr a d it io n a l  re a c tio n s , th is  in fo rm a tio n  h as  

f i l te r e d  th ro u g h  to  th e  Q A S . T h u s , it is  n o w  a c c e p ta b le  to  e x h ib it a  s tro n g  e m o tio n a l 

re a c t io n  a t th e  sce n e  o f  a  c o t d e a th .

T h e  d e f in itio n  o f  e m o tio n a li ty  h e re  is  s im ila r  to  th a t o f  D e n z in ’s (1 9 8 4 )  

d e f in i t io n , in  th a t it s im p ly  re fe rs  to th e  p ro c e s s  o f  b e in g  e m o tio n a l. O rg a n isa tio n a l 

e m o tio n a li ty  th e n  is  c o n c e rn e d  w ith  h o w  e m o tio n  is  c e n tra l  to  th e  p ro c e s s  o f  o rg a n is in g  

a n d  p a r tic ip a tin g  in  o rg a n is a tio n a l life  (P u tn a m  a n d  M u m b y , 1993 ). A c c o rd in g  to 

J a m e s  (1 9 9 3 ) , e m o tio n  is  an  im p o r ta n t p ro c e s s  in  th e  c re a tio n  o f  th e  w o rk  e n v iro n m e n t, 

w h ic h  is a c h ie v e d  th ro u g h  th e  p ra c tic e s  o f  e m o tio n a l m a n a g e m e n t o f  th e  s e lf  a n d  o th e rs , 

a n d  th ro u g h  th e  c o n s ti tu tio n  o f  m o s tly  g e n d e re d  e m o tio n a l  d iv is io n s  o f  la b o u r. T h u s , in  

a d d it io n  to  b e in g  a  p ro c e ss , o rg a n is a t io n a l  e m o tio n a li ty  is  a lso  c h ie f ly  c o n c e rn e d  w ith  

h o w  e m o tio n a lity  is  d e f in e d  a n d  p ra c t ic e d  w ith in  a  g iv e n  o rg a n is a tio n a l co n te x t.

In  d e v e lo p in g  th e c o n c e p t o f  o rg a n is a t io n a l  e m o tio n a lity  I d ra w  u p o n  th e  te rm  

o rg a n is a t io n a l  sex u a lity . J u s t  a s  th e  la t te r  t e n n  is  s o m e w h a t o f  a  p a ra d o x , so  to o  is th e  

fo rm e r . H e a rn  an d  P a rk in  (1 9 8 7 )  c o n te n d  th a t o rg a n is a t io n s  a re  p r im e  lo c a tio n s  w h e re  

p ra c t ic e s  a n d  id e o lo g ie s  a re  c o n s tru c tu re d  a n d  re p ro d u c e d . H o w e v e r , o rg a n isa tio n s  a re  

a lso  e n g a g e d  in  th e  b u s in e s s  o f  d e -s e x u a lis in g  th e m s e lv e s  th ro u g h  d e n ia l o f  th e  p iv o ta l 

ro le  s e x u a lity  p lay s  in th e  c o n s tru c tio n  o f  g e n d e r  re la t io n s , and  in th e  actu a l e x is te n c e  o f  

s e x u a li ty  itse lf . In  th is  in s ta n c e , th e  Q A S  e x p e n d s  c o n s id e ra b le  a m o u n ts  o f  e n e rg y



d e n y in g  th e  e x is ten c e  o f  ‘fe m in in e ’ fo rm s  o f  e m o tio n a l i ty  w h ile  b e in g  s im u lta n e o u s ly  

d e p e n d e n t u p o n  th e m  fo r its  v e ry  e x is te n c e .

O rg a n isa tio n a l e m o tio n a lity  is m a n ife s te d  th ro u g h  e m o tio n a l a rc h ite c tu re  

(F in e m a n , 1993), e m o tio n a l a re n a s  a n d  e m o tio n a lis e d  z o n e s  (H e a m , 1993). G o f fm a n ’s 

d ra m tu rg ic a l p e rsp e c tiv e  is u sed  h e re  to  d e m o n s tra te  th a t th e  fe e lin g  ru le s  th a t 

c h a ra c te r is e  th e  b a ck s ta g e  e m o tio n a l z o n e s  o f  th e  a m b u la n c e  v e h ic le  i t s e l f  a n d  th e  

a m b u la n c e  s ta tio n , n o t o n ly  d if fe r  m a rk e d ly  f ro m  th a t  o f  th e f fo n ts ta g e  zo n e  o f  p u b lic  

sp a c e , b u t  illu s tra te s  th e  l im ite d  p o s s ib i l i ty  o f  f fo n ts ta g e  c u ltu re  a ffe c tin g  b a c k s ta g e  

c u ltu re  in  a n y  la s tin g  w ay.

T h e  te rm  ‘m a s c u lin is t’ as u se d  th ro u g h o u t  th is  th e s is  re fe rs  to  th e  a d o p tio n  o f  an  

id e o lo g ic a l  p o s itio n  th a t p r iv i le g e s  h e g e m o n ic a lly  m a s c u lin e  p ra c tic e s  o v e r  o th e r  

m a n ife s ta t io n s  o f  m a sc u lin ity . A  m a s c u lin is t  c u ltu re  is  o n e  th a t d e n ie s  th e  e x is te n c e  o f  

m u lt ip le  m a sc u lin it ie s . It is a lso  o n e  th a t d e f in e s  m a s c u lin i ty  b y  w h a t it is n o t (C o n n e ll , 

1 99 5 ). T h e  a d o p tio n  he re  o f  a  c r it ic a l m e n ’s s tu d ie s  a p p ro a c h  c o m b in e d  w ith  C o n n e l l ’s 

(1 9 8 7 )  n o tio n  o f  g e n d e r re g im e  p ro v id e s  a  c o n c e p tu a l  f ra m e w o rk  w ith in  w h ic h  th e  

c o n n e c tio n s  b e tw ee n  o rg a n is a tio n a l m a s c u lin i ty  a n d  o rg a n is a tio n a l e m o tio n a li ty  are  

re v e a le d . M a s c u lin is m  th e re fo re  re fe rs  to  a n  ‘in ta c t ’ fo rm  o f  p a tr ia rc h y  th a t  g iv e s  

p r im a c y  to  th e  b e l ie f  th a t g e n d e r  re la tio n s  a re  n o n -n e g o tia b le  (B rit ta n , 1989). W h ile  th e  

e x is te n c e  o f  m u ltip le  m a sc u lin it ie s  is a c k n o w le d g e d  (C o llin s o n , 1 99 2), w h e re  m e n  are  

d iv id e d  b y  e th n ic ity , c la ss  a n d  se x u a lity , m a s c u lis m  is  an  o v e ra rc h in g  fo rc e  th a t 

p r iv i le g e s  m e n ’s p o s itio n  in  so c ie ty . In  o th e r  w o rd s , w h ile  all m e n  m a y  n o t in d iv id u a lly  

a d o p t a  h e g e m o n ic a lly  m a sc u lin e  p e rs o n a  a n d  th e re fo re  b e n e f it  fro m  th a t p e r  se , a ll  m e n  

do  b e n e f i t  f ro m  m a sc u lin ism  to  so m e  d e g re e .
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T h e  p ro c e ss  o f  b e in g  e m o tio n a l in  an  o rg a n is a t io n a l  s e tt in g  is o f te n  a sso c ia te d  

w i th  fe m in in e  ac tiv ity . T h e re fo re , o n ly  c e r ta in  k in d s  o f  e m o tio n  a re  c o n s id e re d  

e m o tio n a l .  F o r  in s tan ce , w h ile  m e n  w h o  e x p re s s  a n g e r  in  th e w o rk p la c e  m a y  b e  

c o n s id e re d  m a s te rfu l and  s tro n g , th e  e x p re s s io n  o f  th e  s a m e  e m o tio n  b y  w o m e n  c an  b e  

a n d  u s u a lly  is la b e lled  as ‘e m o tio n a l’ a n d  th e re fo re  u n s ta b le  b e h a v io u r . T h is  k in d  o f  

m a s c u l in is m  c o m e s  at a  p r ic e . T h e  d e g re e  to  w h ic h  m a sc u lin is m  p e rv a d e s  an  

o rg a n is a t io n  is d e p e n d e n t u p o n  h o w  r ig id ly  “ s h o p f lo o r” m a s c u lin ity  is p ra c tic e d  (see  

C o ll in s o n  199 2 ). T h is  m e a n s  th a t  in  o rd e r  fo r  m e n  to  b e  c o n s id e re d  m a sc u lin e , th e y  a re  

r e q u ir e d  to  p u t  c o n s id e ra b le  d is ta n c e  b e tw e e n  th e m s e lv e s  a n d  w o m e n . T h is  s e rv es  to  

r e n d e r  th e m  d e v o id  o f  e m o tio n . T h e  c h o ic e  w h e th e r  o r  n o t  to  e n g ag e  in  th is  d is ta n c in g  

p ra c t ic e  is b a re ly  n e g o tia b le , fo r  m e n  w h o  do  n o t  a d o p t a  m a sc u lin is t  s ta n c e  risk  

o s tr a s ic m  fro m  b o th  m en  a n d  w o m e n .

O rg a n isa tio n a l m a s c u lin ity  is n o t ju s t  a n o th e r  in d ic a to r  o f  th e  e x is te n c e  o f  

m u lt ip le  m a sc u lin it ie s , a l th o u g h  th e  c re a tio n  o f  v a r io u s  fo rm s  o f  m a sc u lin it ie s  is 

c e r ta in ly  p a r t  o f  w h a t c o n s ti tu te s  o rg a n is a tio n a l m a sc u lin ity . R a th e r, it re fe rs  to  th e  

in h e re n t  m a sc u lin is m  th a t p re v a ils , as th e  id e a l to  w h ic h  a ll o rg a n isa tio n a l m e n  m u s t 

a sp ire . In  o th e r  w o rd s , o rg a n is a tio n a l m a s c u lin i ty  is  a n o th e r  m a n ife s ta tio n  o f  h e g e m o n ic  

m a s c u lin i ty . I t  is n o t ju s t  a b o u t id e n tity  w o rk  o r  e n h a n c e m e n t, b u t is c h ie f ly  c o n c e rn e d  

w ith  th e  p ro c e s s  o f  m a sc u lin is m  a n d  h o w  it m a in ta in s  s p e c if ic  fo rm s o f  in tra -g e n d e r  

re la tio n s .

T h e  Q A S  is a  m a le -d o m in a te d  o rg a n is a t io n . N in e ty  p e rc e n t o f  th e  s h o p f lo o r  

le v e l w o rk fo rc e  a re  m en. A t so m e  s ta g e  in  th e ir  w o rk in g  d a y , th e se  m e n  p u b lic a lly  

p e r fo rm  e m o tio n a l labour. A s  th e re  a re  fe w  m a le -d o m in a te d  o c c u p a tio n s  th a t h a v e  

e m o tio n a l  la b o u r  as p a rt o f  th e ir  sk ills  re p e r to ire , th e  Q A S , a n d  th e re fo re  a m b u la n c e
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w o rk , is u n u s u a l in  th is re sp e c t. W h ile  th e re  a re  m a n y  m e n  w h o  p e rfo rm  e m o tio n a l 

la b o u r  a s  p a r t  o f  th e ir  w o rk  ro le , th e se  w o rk e rs  a re  m o s tly  lo c a te d  in  fem a le  d o m in a te d  

in d u s tr ie s  su c h  as h o sp ita lity , n u rs in g  a n d  s o c ia l  w o rk . E v e n  w h e n  m e n  do  e n te r  th e se  

in d u s tr ie s ,  th e y  a re  m o re ly  l ik e  to m o v e  o u t o f  f ro n t- l in e  s e rv ic e  jo b s  to  c a tc h  th e  ‘g la ss  

e le v a to r ’ in to  p o s itio n s  th a t re q u ire  a  m a n a g e r ia l  o r  te c h n ic a l  fo cu s  (W illia m s , 1995 ). 

W h e n  m e n  d o  m o v e  in to  m a n a g e m e n t, th e y  th e n  se t th e  e m o tio n a l a g en d a , an d  th e re fo re  

c o n tro l  th e  e m o tio n s  o f  th e ir  m o s tly  fe m a le  s ta ff.

T h e  Q A S  is  a lso  u n u s u a l in  th a t it is  d if f ic u l t  to  f in d  an  in d u s try  o r  o c c u p a tio n  

w h e re  s ig n if ic a n t  n u m b e rs  o f  m e n  p e rfo rm  c a r in g  w o rk  in  p u b lic . I t is ev en  ra re r  to  f in d  

m e n  p e r fo rm in g  su c h  w o rk  in  th e  c o m p a n y  o f  o th e r  m e n . T h e  Q A S  is a lso  a  ra re  

e x a m p le  o f  an  o rg a n is a tio n  th a t  p ro m o te s  an  im a g e  o f  m e n  as c a re rs . T h is  c o n tra s ts  w ith  

th e  s ta tu s  q u o , in  th a t m en  a re  n o t o n ly  le ss  l ik e ly  to  p e r fo rm  e m o tio n a l o r  c a r in g  w o rk  

in  e i th e r  a  p u b lic  o r  p riv a te  c o n te x t, th e y  a re  a lso  le ss  lik e ly  to  do  th is  w o rk  w ith in  a  

m a le -d o m in a te d  e n v iro n m e n t.

E m o t i o n a l i t y  in  t h e  W o r k p l a c e :  E x p l o r i n g  t h e  c o n u n d r u m

S in c e  th e  in tro d u c tio n  o f  T a y lo r ism  a n d  s c ie n tif ic  m a n a g e m e n t, m a n a g e rs  h a v e  

e n d e a v o u re d  to  d e v e lo p  w a y s  o f  c o n tro llin g  e m o tio n s  in  th e  w o rk p la c e  (S te a m , 1986). 

P a r t  o f  th is  q u e s t h a s  e n ta ile d  w a y s  o f  c o n ta in in g  e m o tio n  in  o rd e r  to e n h a n c e  g re a te r  

p ro f i ta b i l i ty  a n d  p ro d u c tiv ity . W h ile  m a n a g e rs  h a v e  e n jo y e d  v a ry in g  d e g re es  o f  su c c e ss  

in  th e  q u e s t fo r e m o tio n a l c o n ta im n e n t, it is o n ly  re c e n tly  th a t o rg a n isa tio n a l th e o ris ts  

h a v e  d is c o v e re d  e m o tio n  as  w o r th y  o f  e m p ir ic a l  a n d  th e o re tic a l in v e s tig a tio n . T h is  

in c re a s e d  in te re s t  in  e m o tio n  c o in c id e d  w ith  th e  a d v e n t o f  th e  re c e n t ‘q u ie t’ in d u s tr ia l
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re v o lu tio n s  - th e  e x p a n s io n  o f  th e  s e rv ic e  e c o n o m y  a n d  th e  m a ss  m o v e m e n t o f  w o m e n  

in to  th e  w o rk p la c e .

H o w e v e r , th is  a c a d e m ic  in te re s t in  h o w  th e  r i s e  o f  th e  s e rv ice  e c o n o m y  a ffe c ts  

th e  in d iv id u a l w o rk e r  h a s  b e e n , fo r th e  m o s t  p a r t ,  b a s e d  o n  re s tr ic te d  n o tio n s  o f  th e  se lf , 

e m o tio n  a n d  w o rk . S o c io lo g is ts  o f  w o rk  h a v e  b e e n  s lo w  to  take  up  th e  c h a lle n g e  o f  

e m o tio n s . C e r ta in ly , th e re  e x is ts  sev e ra l e x c e lle n t  s tu d ie s  o f  th e  in te ra c tiv e  w o rk p la c e  

(G a b r ie l ,  1988; L e id n e r, 19 88 , 199 3), b u t  e v e n  th e s e  s tu d ie s  h a v e  o n ly  c irc le d  a ro u n d  

e m o tio n  as a  p iv o ta l c o m p o n e n t o f  w o rk e r s ’ s u b je c t iv i ty . T h e  la ck  o f  a tte n tio n  p a id  to  

e m o tio n  is s im ila r  to th a t o f  g e n d e r , in  p a r t ic u la r , m a s c u l in i ty  (H e a m , 1993). T h e  s tu d y  

o f  g e n d e r  in  th e  w o rk p la c e  is  o f te n  c o d e  fo r  th e  s tu d y  o f  w o m e n , as s tu d ie s  o f  m e n  qua  

m e n  h a v e  n o t m a te r ia lise d  to  th e  sam e  e x te n t. S im ila r ly ,  m a n y  s tu d ie s  o f  e m o tio n  in  th e  

w o rk p la c e  o f te n  d e a l e x p lic it ly  w ith  n e g a tiv e  e m o tio n s  as in d ic a to rs  o f  w o rk p la c e  s tre ss , 

n o t  e m o tio n  p e r  se. H e n ce , th e  ‘s tre s s e d ’ w o rk e r  a n d  th e  e m o tio n a l w o rk e r  b e c o m e  

in d is t in g u is h a b le  (N e w to n , 199 5).

D u rin g  th e  m a n y  h o u rs  I sp e n t ta lk in g  a n d  w o rk in g  w ith  m o s tly  m a le  a m b u la n c e  

o f f ic e rs  a b o u t e m o tio n s  in  th e ir  w o rk p la c e , I c o u ld  a lw a y s  be  c e r ta in  th a t th e  te rm  

e m o tio n  w o u ld  b e  c o n s is te n tly  lin k e d  w ith  th e  te rm  s tre ss . W h e n  th is  firs t b e g a n  to  

o c c u r  in  m y  c o n v e rsa tio n s  w ith  o ff ice rs , I a s s u m e d  th a t  th is  lin k a g e  w as  an  in d ic a t io n  

th a t  s e v e ra l o ff ic e rs  p o s se s s e d  a  c o n s id e ra b le  a m o u n t  o f  in s ig h t in to  m y  th e s is  to p ic . 

A f te r  h e a r in g  o ff ic e rs  re p e a te d ly  u s in g  b o th  te rm s  to  m e a n  o n e  a n d  th e  sa m e , I so o n  

re a l is e d  th a t m a n y  o ff ic e rs  d id  n o t d if f e re n tia te  b e tw e e n  th e  tw o. F o r  th e m , th e  p ro c e s s  

o f  b e in g  e m o tio n a l w as  in  i t s e l f  a  s tre ss fu l e v e n t. A f te r  s e v e ra l m o n th s  in  th e  f ie ld , I 

le a rn t  th a t th e ir  w o rk in g  d e f in it io n  o f  e m o tio n  r a re ly  in c lu d e d  p o s itiv e  o r  u p lif t in g  

e m o tio n s  su ch  as jo y  o r  h a p p in e s s . F o r  th e m , th e  v e ry  a c t o f  e x p e r ie n c in g  e m o tio n  w a s
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s tre s s fu l. In  sh o rt, th e  v e ry  a c t o f  e x is t in g  as  an  e m o tio n a l b e in g , le t a lo n e  

a c k n o w le d g in g  th e ir  e x is te n c e  as an  e m o tio n a l  s u b je c t in  th e  w o rk p la c e , c a u s e d  m a n y  

o f f ic e rs  a  s ig n if ic a n t a m o u n t o f  s tre ss . T h is  p h e n o m e n o n  n o t o n ly  p ro v e d  in te re s t in g  in  

i ts e lf ,  b u t  a lso  h u rle d  m a n y  c h a lle n g e s  in  f ro n t o f  m e  as r e s e a rc h e r  in  th e  fie ld .

T h is  d o e s n ’t m e a n  th a t  o f f ic e rs  w e re  lo a th e  to  e x p re ss  th e ir  v ie w s  a b o u t 

e m o tio n a li ty . P a r t tw o  o f  th is  th e s is  is  te s ta m e n t to  th e  fa c t th a t o ff ic e rs  w e re  e x tre m e ly  

f o r th c o m in g  a b o u t th e ir  e x p e r ie n c e s , f ro m  b o th  a  p e rs o n a l an d  an  o rg a n is a tio n a l 

p e rs p e c tiv e . W h a t it re p e a te d ly  i l lu s tra te d  to  m e  w a s  th a t th is  u n w illin g n e s s  to  p ro v id e  a  

c o m p le te  a c c o u n t o f  th e ir  e x p e r ie n c e  o f  a n d  c o n tr ib u tio n  to o rg a n is a tio n a l e m o tio n a li ty  

w a s  m o re  th a n  an  a rte fac t o f  w h a t a re  c o n s id e re d  tra d it io n a lly  m a sc u lin e  p e rs o n a li ty  

tra its . I f  a n y th in g , w o m e n  o ff ic e rs  w e re  m o re  u n w illin g  to d iv u lg e  p e rs o n a l a n d  

o rg a n is a t io n a l  acco u n ts  th an  w e re  m e n . W h a t th is  in d ic a te d  w a s  a  d eep , s o m e tim e s  

b a re ly  d is c e m a b le  p a tte m  b u r ie d  b e lo w  th e  su rfa c e  o f  th e  o rg a n is a tio n a l e x te r io r  o f  th e  

Q A S . T h e  k e y  to  lo ca tin g  th e se  p a tte rn s  la y  in  an  a n a ly s is  o f  h o w  p a r tic u la r  fo rm s  o f  

m a s c u l is m  w e re  em b ed d e d  w ith in  th e  o rg a n is a t io n a l  c u ltu re  o f  th e  Q A S .

T h u s , e m p iric a l in v e s t ig a tio n  o f  e m o tio n a l  la b o u r  a lo n e , a d r if t  fro m  th e  c u ltu ra l 

m il ie u  in  w h ic h  it is lo ca ted , is in s u ff ic ie n t.  T h e re  a re  a  n u m b e r  o f  re a so n s  w h y  th is  is 

th e  c a se . F ir s t ,  em o tio n a l la b o u r  d o e s  n o t  e x is t  in  a  v a c u u m , b u t is a  m a n ife s ta t io n  o f  

o rg a n is a t io n a l  e m o tio n a lity . E m o tio n a l  la b o u r  n e e d s  to  be  e x a m in e d  in  th e  c o n te x t  o f  

th e  id e o lo g ic a l ,  p h ilo so p h ic a l a n d  h is to r ic a l  b a se s  w h ic h  u n d e rp in  th e  d e f in it io n , 

p ra c t ic e  a n d  re p ro d u c tio n  o f  e m o tio n a li ty  w ith in  a  g iv e n  o rg a n is a tio n a l c o n te x t . 

C o m p o n e n ts  o f  o rg a n isa tio n a l e m o tio n a li ty  in c lu d e  g e n d e re d  an d  e m o tio n a l d iv is io n s  o f  

la b o u r , e m o tio n a l zo n es o r  a re n a s , s o c ia l is a t io n  p ra c tic e s ;  la n g u a g e  and  v o c a b u la r ie s  

an d  o rg a n is a t io n a l  s tru c tu re .



S e c o n d , th e  p a ra d o x  o f  o rg a n is a t io n a l  e m o tio n a li ty  is lin k e d  to  th a t  o f  

o rg a n is a t io n a l  m a sc u lin ity . Q A S  o f f ic e rs  a re  tie d  to  a  fo rm  o f  m a sc u lin is m  th a t  o n ly  

a llo w s  d is p la y s  o f  ‘fe m in in e ’ e m o tio n a li ty  in l im ite d  c o n te x ts . In  o rd e r  to  b e  ‘m e n ’, 

o f f ic e rs  a re  e x p e c te d  to  b e  a b le  to  sw itc h  b e tw e e n  fro n t an d  b a c k s ta g e  e m o tio n a li ty  a t 

w ill.

T h ird , e m o tio n a l s w itc h in g  b e c o m e s  a  p ro b le m  w h e n  o ff ice rs  a re  u n a b le  to  

e n g a g e  in  e m o tio n a l p ro c e s s  w o rk  in  b a c k s ta g e  re g io n s . T h is  s u p p re s s io n  o f  e m o tio n a l  

p ro c e s s  w o rk  p la y s  an  im p o r ta n t ro le  in  th e  c o n s tru c tio n  and  m a in te n a n c e  o f  

o rg a n is a t io n a l  e m o tio n a lity . T h e  id e n ti ty  w o rk  re q u ire d  to  a c c o m p lish  th is  s w itc h  is  a  

c o n tin u o u s  p ro je c t, o n e  th a t is  f ra u g h t w ith  a m b ig u ity ,  te n s io n  an d  u n c e r ta in ty . T h e  

v iru le n t  fo rm  o f  o rg a n is a tio n a l m a s c u l in i ty  th a t  is  c h a ra c te r is tic  o f  th e  Q A S  h e lp s  to 

s u p p o r t  a fo m i o f  o rg a n is a tio n a l c u ltu re  th a t  d o e s  n o t  re c o g n ise  e m o tio n  as a c u ltu ra l 

p ro c e s s . R a th e r , e m o tio n  is v ie w e d  as an  in d iv id u a lis e d , p s y c h o p h y s io lo g ic a l  

p h e n o m e n o n .

E m o t i o n a l  L a b o u r

T o  d a te , th e re  h a v e  b e e n  a  l im ite d  n u m b e r  o f  s tu d ie s  w h e re  e m o tio n a l la b o u r  h a s  

b e e n  th e  s o le  fo c u s  o f  e m p ir ic a l in v e s t ig a tio n . T h e s e  s tu d ie s  h a v e  fo c u se d  m a in ly  o n  th e  

p r a c t i c e  o f  e m o tio n a l la b o u r , a n d  h a v e  n o t  fu l ly  c o n s id e re d  h o w  o c c u p a tio n a l  a n d  

o rg a n is a t io n a l  c u ltu re s  d e f in e  a n d  d e te rm in e  th e  p ra c t ic e  o f  e m o tio n a l la b o u r. T h e re fo re , 

it is  n e c e s s a ry  to  a n a ly s e  th e  o rg a n is a t io n a l  a n d  in d u s tr ia l  c o n te x ts  in  w h ic h  e m o tio n a l  

la b o u r  o c c u rs , as d if fe r in g  le v e ls  o f  o c c u p a t io n a l  a n d  in d iv id u a l a u to n o m y  o f te n  

d e te rm in e  th e  d e g re e  to w h ic h  e m o tio n a l  la b o u r  is  p a th o lo g ic a l  o r  l ib e ra tin g . T h e  

s e rv ic e  s e c to r  c o m p ris e s  a  n u m b e r  o f  in d u s tr ie s  th a t  v a ry  in  th e ir  n eed  fo r  e m p lo y e e s  to
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e n g a g e  in  th e  e m o tio n a l c o m p o n e n t o f  in te ra c tiv e  s e rv ic e  w o rk . T h e  se rv ic e  s e c to r  is 

a lso  m a d e  up  o f  a n u m b e r  o f  o rg a n is a tio n a l c o n te x ts ,  a n d  th e  v a lu e  p la c e d  u p o n  

e m o tio n a l la b o u r  a n d  h o w  it is  m o n ito re d  a n d  e v a lu a te d  w ill v a ry  a c c o rd in g  to  th e  

d e g re e  o f  a u to n o m y  a ffo rd e d  in d iv id u a l  se rv ic e  p ro v id e r s  (T o lic h , 1993).

In  a d d itio n  to  h e r  m a jo r  c o n tr ib u tio n  to th e  s o c io lo g y  o f  e m o tio n s , H o c h s c h i ld ’s 

(1 9 8 3 ) w o rk  is a lso  a  c o n tr ib u tio n  to  th e  s tu d y  o f  g e n d e r  a n d  w o rk . S h e  il lu s tra te s  in  h e r  

s tu d y  o f  f lig h t a tte n d a n ts  th a t  e m o tio n a l  la b o u r  is  g e n d e re d , a n d  im p lie s  th a t  it  is  th e  

g e n d e r in g  o f  e m o tio n a l la b o u r  th a t  m a k e s  it ta c it. A c c o rd in g  to  H o c h sc h ild , w o m e n  a re  

m o re  l ik e ly  to p e r fo rm  e m o tio n  w o rk  in  th e  w o rk p la c e  th a t  a ff irm s, e n h a n c e s  an d  

c e le b ra te s  th e  w e ll-b e in g  a n d  s ta tu s  o f  o th e rs . H o c h s c h i ld  s u g g e s ts  th e n , th a t e m o tio n a l  

la b o u r  is a  fo rm  o f  ta c i t  la b o u r  w h ic h , a lth o u g h  c ru c ia l  to  ta sk  e f fe c tiv e n e s s , is  n e g a te d  

as a fo rm  o f  ‘r e a l ’ lab o u r.

H o c h sc h ild  a lso  b r ie f ly  e x a m in e d  th e  e m o tio n a l  d e m a n d s  o f  m a le  d e b t c o lle c to r s  

w h o se  m a in  ta sk  is to  sca re  a n d  b u l ly  d e b to rs  in to  p a y m e n t o f  th e ir  b ills . H o w e v e r , th is  

c o n tra s t  b e tw e e n  th e  fe m in in e  ‘n ic e n e s s ’ o f  f lig h t a t te n d a n ts  a n d  th e  a g g re s s iv e n e s s  o f  

d e b t c o lle c to rs  d o e s  n o t sh e d  a n y  lig h t o n  th e  s im ila r i ty  o r  d if fe re n c e  o f  m e n ’s 

e x p e r ie n c e  o f  p e r fo rm in g  e m o tio n a l  la b o u r.

T h e re  a re  se v e ra l re a s o n s  w h y  a  m a le  d o m in a te d  o c c u p a tio n  w as  c h o se n  a s  a  s ite  

fo r in v e s tig a tio n . It is s u g g e s te d  th a t  th e  e ffe c ts  o f  e m o tio n a l  la b o u r  p e r fo rm e d  in  a  n o n 

c o m m e rc ia l  o rg a n is a tio n  c a n  b e  j u s t  as h a rm fu l as th a t  p e r fo rm e d  in  a  c o m m e rc ia l  

s e ttin g . W h ile  it is re c o g n ise d  th a t  w o m e n  do  p e r fo rm  th e  b u lk  o f  e m o tio n a l la b o u r  in  

th e  w o rk p la c e , it is su g g e s te d  th a t  s tu d y in g  a  s ite  w h e re  m e n  a re  th e  e m o tio n a l la b o u re rs  

m a y  a s s is t  in  fu r th e r  u n d e rs ta n d in g  th e  re la t io n s h ip  b e tw e e n  e m o tio n a l la b o u r  a n d  

e m o tio n a l c u ltu re . A  s ite  w h e re  m e n  a re  p e r fo rm in g  w h a t is e s s e n tia l ly  ‘c a r in g ’ a n d

10



th e re fo re  b y  im p lic a tio n , ‘f e m in in e ’ w o rk  w ill  e x p la in  b y  e x a m p le  m o re  c le a r ly  th e  

re la t io n s h ip  b e tw e e n  g e n d e r , o rg a n is a tio n a l c u ltu re  a n d  e m o tio n a lity . A m b u la n c e  

o f f ic e rs  a re  e x p ec te d  to  d is p la y  a  ‘m a s c u l in e ’ d e m e a n o u r  o f  s e lf -c o n tro l a n d  s to ic is m , 

w h ile  s im u lta n e o u s ly  d is p la y in g  w h a t a re  t r a d i t io n a l ly  c o n s id e re d  fe m in in e  q u a li t ie s  o f  

c o m p a s s io n  and  e m p a th y . It is  a rg u e d  th a t th e re  a re  s tro n g  c o n n e c tio n s  b e tw e e n  th e  

in s t i tu t io n a lis a t io n  o f  g e n d e r  p ra c tic e s  a n d  th e  c o n s tru c t io n  o f  e m o tio n a lity  in  th e  Q A S . 

T h e  Q A S  is d e sc r ib e d  as a  ‘h a r s h ’ m a s c u l in is t  e m o tio n a l  c u ltu re  th a t is  c o m p r is e d  o f  

p a ra d o x ic a l  m ix  o f  g e n d e re d  d is c o u rs e s  a n d  p ra c tic e s  th a t  c re a te  a  c o n s id e ra b le  a m o u n t 

o f  e m o tio n a l a m b ig u ity .

R e s e a r c h  d e s i g n  a n d  f i e l d w o r k

T h is  e th n o g ra p h ic  s ty le  q u a li ta t iv e  s tu d y  o f  th e  e m o tio n a l la b o u r  p ra c t ic e s  

w ith in  a m b u la n c e  w o rk  u ti l is e s  a  tr ia n g u la te d  a p p ro a c h  th a t in v o lv e s  e x te n s iv e  

o b s e rv a tio n  o f  w o rk  ro u tin e s  a n d  p ra c tic e s  in  a d d it io n  to  in te rv ie w  m a te r ia l. G iv e n  th a t  

s e lf - re p o r ts  o f  ‘in ta n g ib le ’ a n d  u n o b s e rv a b le  fe e lin g  s ta te s  a n d  in n e r  e m o tio n  w o rk  m a y  

b e  d if f ic u l t  to  v a lid a te  th ro u g h  fo n n a l  in te rv ie w s  o n ly , I c h o se  th is  o b s e rv a tio n a l  

m e th o d o lo g ic a l  a p p ro a c h  b e c a u s e  I c o n s id e re d  i t  th e  m o s t  a p p ro p r ia te  w a y  o f  a c c e s s in g  

th is  k in d  o f  d a ta . D o c u m e n t a n a ly s is  o f  t ra in in g  a n d  h u m a n  re s o u rc e  m a te r ia ls  th a t  

o u tl in e  fo rm al sk ill  r e q u ire m e n ts ,  r e c ru itm e n t p ra c tic e s  a n d  o rg a n is a t io n a l  m is s io n  

s ta te m e n ts  a lso  p ro v id e d  a  w e a l th  o f  d a ta  w h ic h  h a s  b e e n  u til is e d . A  fu ll d e s c r ip t io n  o f  

f ie ld w o rk  p ra c tic e s  c an  b e  fo u n d  in  A p p e n d ix  1.

T h e re  h a s  b e e n  m u c h  d e b a te  a b o u t a c c e s s ib l i ty  a n d  d e g re e s  o f  r e f le x iv ity  w ith in  

tra d it io n a l  e th n o g ra p h ic  te x ts . In  th is  in s ta n c e , I h a v e  a t ta c h e d  th e  f irs t p e rs o n  n a r ra t iv e  

a c c o u n t o f  f ie ld w o rk  m e th o d s  a n d  e x p e r ie n c e s  as an  a p p e n d ix . T h is  ‘r e f le x iv e ’ a c c o u n t
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h a s  b e e n  p la c e d  o u ts id e  th e m a in  b o d y  o f  th e  te x t  to  g iv e  p r im a c y  to th e  s u b je c ts ’ o w n  

a c c o u n ts .

T h is  is n o t o n ly  in  k e e p in g  w ith  th e  e th n o g r a p h e r ’s ro le  as ‘p ro f e s s io n a l  

s t r a n g e r  (A g a r  198 0 ), b u t it a lso  m in im is e s  th e  l ik e l ih o o d  o f  Q A S  e m p lo y e e s , p a t ie n ts  

a n d  b y s ta n d e rs  w h o  m a y  re ad  th is  e th n o g ra p h y  o r  v e r s io n s  o f  it  r e c o g n is in g  in fo rm a n ts .  

A c c o rd in g  to  V a n  M a a n e n  (1 9 8 8 )  th is  e th n o g ra p h y  c an  b e  c a te g o n s e d  as m o re  o f  a  

“ c r i t i c a l ’ th a n  ‘r e a l i s t ’ a cc o u n t o f  th e  c u ltu re  a m b u la n c e  w o rk . T h e re fo re , it  d o e s  n o t  

fo c u s  e x c lu s iv e ly  o n  m y  p e rso n a l e x p e r ie n c e  as fu lly  im m e rs e d  p a r tic ip a n t, b u t  r a th e r  a  

‘c r i t i c a l ’ a c c o u n t o f  o rg a n isa tio n a l e m o tio n a l i ty  a n d  m a s c u l in i ty  w ith in  a  w o rk p la c e . A s  

m u c h  as  I w a s  p h y s ic a lly  and  e m o tio n a l ly  in v o lv e d  in  p a r t ic u la r  cases, I d id  n o t  w e a r  a  

u n ifo rm , w a s  n o t a b le  to c o m fo r t o r  r e a s s u re  p a t ie n ts ,  a n d  w a s  n o t fu lly  a c c o u n ta b le  to  

th e  Q A S  as an  e m p lo y e e  o r  v o lu n te e r . M y  o w n  e x p e r ie n c e s  in  th e  fie ld  d id  n o t  in v o lv e  

‘d o in g  e m o tio n ’ in  th e  sam e  w a y  as  th e  a m b u la n c e  o f f ic e rs  w ith  w h o m  I o b s e rv e d . T h is  

‘d is ta n c e ’ fro m  th e  ac tu a l w o rk  in  w h ic h  o f f ic e rs  e n g a g e d  is  in d ic a tiv e  o f  th e  w e ll 

d o c u m e n te d  d ile m m a  f ie ld w o rk e rs  fa c e  w h e n  th e y  a re  r e s tr ic te d  in  th e ir  a b il i ty  to  g a in  

u n l im ite d  a n d  p u re  a cc e ss  to  in fo rm a n ts  in  th e  fie ld . M y  o w n  a cco u n t o f  h o w  I d e a lt  

w ith  th is  d i le m m a  is  d o c u m e n te d  in  A p p e n d ix  1. T h is  a p p e n d ix  a lso  a c ts  a s  a  b r id g e  

b e tw e e n  th e  a c tu a l w ritte n  a c c o u n t o f  th e  c u ltu re  ( th e  e th n o g ra p h y )  a n d  th e  a c tu a l  

f ie ld w o rk  e x p e r ie n c e .

F ie ld w o rk  w a s  c o n d u c te d  w ith in  th e  Q A S  o v e r  a n  e ig h te e n  m o n th  p e r io d  d u r in g  

19 94  a n d  1995. D u r in g  fiv e  h u n d re d  h o u rs  o f  o b s e rv a tio n  o n  th e  ro a d  w ith  a m b u la n c e  

o f f ic e rs  w ith in  s o u th -e a s t Q u e e n s la n d , I a t te n d e d  a n d  p a r t ia l ly  o b se rv ed  o n e  h u n d re d  

a n d  te n  c a s e s .1 I o b se rv e d  c a se s  w ith  50  o n - ro a d  o ff ic e rs , n in e  o f  w h o m  w e re  w o m e n .
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In  a d d i t io n  to  th e se  o b s e rv a tio n s , I c o n d u c te d  th ir ty  in -d e p th  in te rv ie w s  w ith  a m b u la n c e  

o f f ic e rs  a c ro s s  th e  sev en  Q A S  g e o g ra p h ic a l  r e g io n s  (s e e  A p p e n d ix  2 fo r  re g io n a l m a p ) . 

I a lso  a tte n d e d  tra in in g  s e s s io n s , s p e n t tim e  w ith in  c o m m u n ic a tio n  c e n tre s , a n d  h e ld  

in fo rm a l  d is c u s s io n s  w ith  m a n a g e m e n t  a n d  c o u n s e llo rs .

A s  an  e th n o g ra p h y  is a  w r i t te n  r e p re s e n ta t io n  o f  e i th e r  a w h o le  o r  p a r ts  o f  a  

c u ltu re , it  c a m e s  se r io u s  in te l le c tu a l  an d  e th ic a l r e s p o n s ib i l i t ie s  (V an  M a a n e n  1 9 8 8 ). 

T h e re fo re ,  e v e n ' e ffo rt h a s  b e e n  m a d e  to  p ro te c t  th e  id e n ti t ie s  o f  a m b u la n c e  o f f ic e rs  

w h o  a g re e d  to b e  in te rv ie w e d  fo r  th is  s tu d y . D e m o g ra p h ic  in fo rm a tio n  a b o u t 

in te n d e w e e s  an d  d e ta ils  o f  th e  11 0  in d iv id u a l c a s e s  c a n  b e  fo u n d  in  A p p e n d ic e s  3 a n d  4. 

A t n o  t im e  d u rin g  f ie ld w o rk  w e re  p a t ie n ts ’ n a m e s  w e re  re c o rd e d . T h e  n a m e s  o f  th e s e  

in te n n e w e e s  h a v e  b e e n  c h a n g e d  to  m a in ta in  a n o n y m ity . C a re  h as  b e e n  ta k e n  to  c h o s e  

n a m e  th a t  d o  n o t c o rre sp o n d  w ith  th o s e  o f  o f f ic e rs  w ith  w h o m  I o b s e rv e d  o r  

in te rv ie w e d .

In  a d d itio n , a ll o ff ic e rs  a g re e d  to  b e  in te rv ie w e d  o n  th e  p ro v is o  th a t  th e ir  

g e o g ra p h ic a l  lo c a tio n  w a s  n o t  m a d e  e x p lic it . F o r  th is  r e a s o n , th e  g e o g ra p h ic a l lo c a t io n s  

r e c o rd e d  in  A p p e n d ix  4  a re  c o m p r is e d  o f  th e  fo u r  m a in  ty p e s  o f  re g io n s  w i th in  

Q u e e n s la n d . M e tro p o lita n  r e g io n  o r  ‘m e t r o ’ in c lu d e s  th e  c a p ita l  c ity  o f  B r is b a n e  a n d  

s u r ro u n d in g  u rb a n  a reas . ‘P r o v in c ia l ’ in c lu d e s  a ll o th e r  m a jo r  Q u e e n s la n d  to w n s  a n d  

c it ie s , p a r t ic u la r ly  c o as ta l c itie s . ‘R u r a l ’ in c lu d e s  a ll s m a l l  to w n s  an d  s u rro u n d in g  a re a s  

in  ru r a l  a re a s , a n d  ‘R e m o te ’ in c lu d e s  a ll a re a s  th a t a re  n o t  se rv ice d  b y  e m e rg e n c y  

m e d ic a l  s e n d e e s  b y  v ir tu e  o f  th e ir  g e o g ra p h ic a l is o la tio n .



O u t l i n e  o f  t h e s i s  s t r u c t u r e

T h is  th e s is  co n sis ts  o f  th re e  p a r ts . P a r t  1 e x p lo re s  th e  co n ce p ts  o f  e m o tio n a l 

la b o u r , e m o tio n a l cu ltu re , a n d  th e  r e la t io n s h ip  o f  g e n d e r  to e m o tio n a lity  in  th e  

w o rk p la c e . T h ro u g h  e s ta b lis h in g  a  l in k a g e  b e tw e e n  all th re e  co n cep ts , p a r t  o n e  o f  th e  

th e s is  w ill  d e m o n s tra te  th a t a n  o r g a n is a t io n ’s c o n c e p tu a lis a tio n  o f  e m o tio n  is  an  

im p o r ta n t  in d ic a to r  o f  o rg a n is a tio n a l e m o tio n a li ty .  In  tu rn , o rg a n isa tio n a l e m o tio n a li ty  

a n d  g e n d e re d  o rg a n is in g  p ro c e s s e s  s u c h  as o rg a n is a t io n a l  m a sc u lin ity  a re  a lso  lin k e d . 

T h is  th e n  a ss is ts  in  fu r th e r  u n d e r s ta n d in g  h o w  o rg a n is a t io n s  are  b o th  g e n d e re d  a n d  

e m o tio n a l.

C h a p te r  2 p ro v id e s  a  ju s t i f ic a t io n  fo r  th e  a d o p tio n  o f  a  cu ltu ra l a p p ro a c h  to  th e  

s tu d y  o f  e m o tio n s . A n  a n a ly s is  o f  p o s i t iv is t  a n d  s o c ia l  c o n s tru c tio n is t a p p ro a c h e s  to  

e m o tio n  p ro v id e  so m e  u n d e rs ta n d in g  a b o u t w h y  c o n s id e ra tio n  n eed s  to b e  g iv e n  to  h o w  

a n  o rg a n is a tio n  d e fin es  e m o tio n . C h a p te r  2 a lso  in c lu d e s  a d e ta ile d  a n a ly s is  o f  

H o c h s c h i ld ’s c o n c e p tu a lis a tio n  o f  e m o tio n  a n d  e m o tio n a l  la b o u r. T h is  a n a ly s is  e n a b le s  

a n  u n d e rs ta n d in g  o f  w h y  a  q u a li ta t iv e  d e s c r ip t io n  o f  e m o tio n a l la b o u r  a lo n e  is  

in s u f f ic ie n t  in  e x p la in in g  th e  ro le  b o th  g e n d e r  a n d  c u ltu re  p la y  in  d e te rm in in g  h o w  th e  

p ra c t ic e  i t s e l f  w ill  b e  v ie w e d  w ith in  an  o rg a n is a t io n a l  c o n te x t.

A  re v ie w  o f  th e  e m p ir ic a l a n d  c o n c e p tu a l  l i te ra tu re  o n  th e  p ra c tic e  o f  e m o tio n a l  

la b o u r  in d ic a te s  th a t th e re  is  s t i l l  a  s u b s ta n t ia l  a m o u n t o f  w o rk  to  b e  d o n e  o n  th e  

q u a n ti ty  o f  e m p ir ic a l w o rk  a n d  th e  q u a li ty  o f  th e o r is in g  a n d  c o n c e p tu a lis in g  th e  p ra c tic e  

o f  e m o tio n a l la b o u r. T h is  l i te ra tu re  in d ic a te s  th a t  an  u n c r it ic a l o r  s e le c tiv e  t r e a tm e n t  o f  

H o c h s c h i ld ’s w o rk  h as  re s u lte d  in a  d i lu t io n  o r  m is u s e  o f  h e r  f in d in g s . R a th e r  th a n  

p ro v id e  a  s im p le  re p lic a tio n  o f  p re v io u s  e m p ir ic a l  w o rk s , th is  s tu d y  h o p e s  to  e x te n d  an d
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b u ild  u p o n  H o c h s c h ild ’s o r ig in a l w o rk  b y  e x p a n d in g  th e  p a r ts  o f  h e r  w o rk  th a t  a d d re ss  

h o w  e m o tio n a l la b o u r  is c o n s t i tu t iv e  o f  b o th  g e n d e r  a n d  c u ltu re .

C h a p te r  3 d e sc r ib e s  h o w  e m o tio n a l  c u ltu re  a n d  g e n d e re d  o rg a n is in g  p ro c e s s e s  

a re  lin k e d . A  th o ro u g h  a n a ly s is  o f  th e  c o n c e p t o f  o rg a n is a tio n a l c u ltu re  re v e a ls  th a t  

a d o p tio n  o f  o n e  a p p ro a c h  lim its  th e  u n d e r s ta n d in g  o f  th e  p h e n o m e n o n , in  th is  c a se , 

e m o tio n a lity . M a r t in ’s (1 9 9 2 )  c u ltu ra l m a tr ix  p e r s p e c t iv e  is u s e d  h e re  as a n  i l lu s tr a t io n  

o f  w h y  th e  a d o p tio n  o f  a  m u lt ip le  f ig u ra t io n a l  p e rs p e c tiv e  is  p re fe r re d  in  p la c e  o f  a  

s in g u la r  p e rsp e c tiv e .

A  re v ie w  o f  th e  o rg a n is a t io n a l  e m o tio n a li ty  l i te ra tu re  in d ic a te s  th a t, in  te rm s  o f  

th e o re tic a l  and  c o n c e p tu a l w 'ork , th e  s tu d y  o f  o rg a n is a t io n s  a n d  e m o tio n s  is a ll a b o u t 

‘re a d in g  s ile n c e s ’ . Ju s t  as th e  s tu d y  o f  g e n d e r  a n d  o rg a n is a t io n s  h a s  b e e n  n e g le c te d , so  

to  h a s  th e  s tu d y  o f  e m o tio n s . A  d e s c r ip t io n  o f  C o n n e l l ’s th e o ry  o f  g e n d e r  p ro v id e s  a  

b a s is  fo r  th e  in tro d u c tio n  o f  th e  c o n c e p t  o f  o rg a n is a t io n a l  m a sc u lin ity .

T h e  d a ta  p re s e n te d  in  p a r t  tw o  is d iv id e d  in to  th re e  sec tio n s . C h a p te r  4  p ro v id e s  

b a c k g ro u n d  in fo n n a t io n  a b o u t th e  h is to ry  a n d  s tru c tu re  o f  th e  Q A S , a n d  in tro d u c e s  th e  

p ra c tic e  o f  e m o tio n a l la b o u r  w ith in  an  a m b u la n c e  c o n te x t. C h a p te r  5 d e sc r ib e s  in  d e ta il  

how ' a m b u la n c e  o ff ic e rs  p ra c tic e  e m o tio n a l  la b o u r . G o f fm a n ’s (1 9 5 9 ) d ra m a tu rg ic a l  

c o n c e p ts  o f  o n -s ta g e , b a c k s ta g e  a n d  f ro n ts ta g e  h a v e  b e e n  e m b ra c e d  to  a s s is t  in  

p ro v id in g  a  d e m a rc a tio n  b e tw e e n  th e  p ra c t ic e  o f  e m o tio n a l  la b o u r  itse lf , th e  e m o tio n a l  

p ro c e s s  w o rk  th a t o c c u rs  as a  re s u l t  o f  e m o tio n a l  la b o u r , a n d  th e  o rg a n is a t io n a l  

re s p o n s e s  to  th e se  tw o  e le m e n ts  o f  e m o tio n a l  c u ltu re . T h e  a im  o f  th is  c h a p te r  is  to  l in k  

th e  im p o r ta n c e  o f  th e  th re e  d ra m a tu rg ic a l s i te s  w ith  h o w  o ff ic e rs  do  e m o tio n a l p ro c e s s  

w o rk .
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C h a p te r  6 c o n c e n tra te s  o n  h o w  th e  q u a l i ty  o f  e m o tio n a l p ro c e ss  w o rk  as 

p e r fo rm e d  b y  o ff ic e rs  is d e p e n d e n t u p o n  th e  p re v a i l in g  e m o tio n a l c u ltu re . T h is  c h a p te r  

d e s c r ib e s  h o w  th e  Q A S  re lie s  h e a v ily  u p o n  th e  s p o u s e s  a n d  fa m ilie s  o f  o ff ic e rs  to  a ss is t  

in  e m o tio n a l p ro c e ss  w o rk . T h is  i l lu s tra te s  h o w  th e  o rg a n is a tio n  c re a te s  a  s tro n g  

d is t in c t io n  b e tw ee n  w h a t is a c c e p ta b le  in  te rm s  o f  e m o tio n a l  e x p re ss io n  in  f fo n ts ta g e  

a re n a s  w h e re  e m o tio n a l la b o u r  is p e r fo rm e d , a n d  w h a t  is  a c c e p ta b le  in  b a c k s ta g e  a re n a s . 

T h is  c h a p te r  a lso  d e sc r ib e s  h o w  th e  d e v e lo p m e n t o f  a  fo rm  o f  c o rp o ra te  m a s c u lin i ty  h a s  

re s u l te d  in  fu r th e r  le g itim a tio n  o f  m a s c u l in is t  o r g a n is a t io n a l  e m o tio n a lity .

P a r t  3 re v is its  b o th  P a rts  1 a n d  2 , a n d  p ro v id e s  a  lin k a g e  b e tw e e n  th e o ry  a n d  

e m p ir ic a l  e v id en c e . P a r t 3 i l lu s tra te s  h o w  e m o tio n a l i ty ,  o rg a n isa tio n a l c u ltu re  a n d  

g e n d e r  a ll in te r tw in e  to in f lu e n c e  h o w  e m o tio n a l  la b o u r  is p e rc e iv e d  w ith in  th e  Q A S . 

F iv e  p o in ts  a re  d is c u s s e d  h e re  - h o w  a m b u la n c e  w o rk  is  d e f in e d , h o w  th e  Q A S  d e f in e  

a n d  re s p o n d  to e m o tio n , g e n d e re d  c u ltu re  a n d  its  e x p re s s iv e  an d  fe e lin g  ru le s , 

b u re a u c ra t is a t io n /c h a n g e  m a n a g e m e n t a n d  th e ir  c o n tr ib u t io n  to th e  e m b e d d e d n e ss  o f  

o rg a n is a tio n a l e m o tio n a lity , a n d  th e  p e r s is te n c e  o f  p a ra -m ili ta ry  c u ltu ra l p ra c tic e s , 

s y m b o ls  a n d  v a lu e s . P r in c ip a l c o n c lu s io n s  f ro m  th is  d is c u s s io n  a re  s u m m a ris e d  as  

fo llo w s .

A s  a  c u ltu re  th a t o p e ra te s  w ith in  a  m a s c u l in is t  f r a m e w o rk , th e  Q A S  is u n a b le  to  

fo rm a lly  p ro v id e  o ff ic e rs  w ith  s u f f ic ie n t  e m o tio n a l  s u p p o r t  n e e d e d  in  o rd e r  to c a r ry  o u t  

th e ir  jo b . I t  d o es  n o t  re c o g n ise  th a t  m e n  n e e d  b o th  p u b l ic  a n d  p r iv a te  fo rm s  o f  e m o tio n a l  

s u p p o rt. T h is  c u ltu re  is in to le ra n t  o f  th e  e x is te n c e  o f  a n  e m o tio n a lly  c o m p le x  m a le  

a m b u la n c e  o ff ice r , b e c a u s e  to  d o  so  w o u ld  re q u ire  th e  Q A S  to  a c k n o w le d g e  th e  

e x is te n c e  o f  m u lt ip le  m a s c u lin i t ie s  w ith in  its  ra n k s . O f f ic e r s  a re  a llo w e d  to  s tep  o u t  o f  a  

tra d it io n a lly  h e g e m o n ic a lly  m a s c u lin e  f ra m e  o n ly  w h e n  p e r fo rm in g  f fo n ts ta g e
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e m o tio n a l la b o u r. H o w e v e r , th is  re s tr ic t io n  d e n ie s  th e  n e e d  fo r  o ff ic e rs  to  e n g a g e  in  

e m o tio n a l p ro c e ss  w o rk  as a le g it im a te  p a r t  o f  a m b u la n c e  w o rk . T h e re  is n o  d o u b t th a t  

e m o tio n a l e x h a u s tio n  a n d  s o m e tim e s  e m o tiv e  d is s o n a n c e  is  a re su lt o f  in te n s e  

in te ra c t io n  w ith  p a tie n ts . H o w e v e r , p ro b le m s  a lso  e m a n a te  fro m  h o w  th e  o rg a n is a t io n  

d e a ls  w ith  th e  p ro b le m  o f  e m o tio n a l  e x h a u s tio n . W h e n  a n  o rg a n is a tio n  ig n o re s  th e  

e m o tio n a l n e ed s  o f  its  e m p lo y e e s , a  s e c o n d  w a v e  o f  e m o tio n a l  d is so n a n c e  m a y  o c c u r  

w h e n  e m p lo y e e s  r e a l is e  th a t th e  o rg a n is a t io n  is  o b je c t ify in g  th e ir  e m o tio n a l se lv e s .

O rg a n isa tio n s  su ch  as th e  Q A S  a re  p ro n e  to  p r iv a t is e  e m o tio n a l p ro c e s s  w o rk  in  

s e v e ra l w ay s . F ir s t , e m o tio n  is  d e f in e d  as  a  n a tu ra l p ro c e s s  th a t is  e x p e r ie n c e d  

in d iv id u a lly  an d  b io lo g ic a lly . T h e re fo re , th e  o rg a n is a t io n  se e s  i ts e lf  as h a v in g  n o  ro le  

in te r fe r in g  w ith  ‘n a tu r a l ’ fo rc e s  o r  p ro c e s s e s . S o c ia l c o n s tru c tio n is t  o r  

c o n c e p tu a lis a tio n s  o f  e m o tio n  a re  s h u n n e d  in  fa v o u r  o f  s o c io b io lo g ic a l c o n s tru c tio n s . 

S e c o n d , i f  o rg a n is a tio n s  do  s o f te n  th e ir  s ta n c e  o n  th e  o r ig in  o f  e m o tio n  th ro u g h  fa in t 

re c o g n it io n  o f  th e  n e e d  fo r  e m o tio n a l  p ro c e s s  w o rk , th e y  o f te n  still see  th is  as a  ta sk  

th a t  sh o u ld  b e  p e r fo n n e d  b y  w o m e n , n o t  m e n . - n a m e ly  , th e  sp o u se s  o f  a m b u la n c e  

o ff ic e rs . T h u s , sp o u se s  b e c o m e  q u a s i- e m p lo y e e s  o f  th e  Q A S  in  th a t th e y  p ro v id e  th e  

b u lk  o f  th e  e m o tio n a l s u p p o r t n e e d e d  b y  o ff ic e rs . W ith o u t  th is  p r iv a te  a n d  in v is ib le  

s u p p o r t, th e  o p e ra tio n  o f  th e  Q A S  w o u ld  b e  s e r io u s ly  im p a ire d .

In  a d d itio n  to  th e  la c k  o f  r e c o g n i t io n  o f  th e  n e e d  fo r  e m o tio n a l p ro c e s s  w o rk , 

th e re  is  s tro n g  e x p e c ta tio n  th a t  th e  o f f ic e rs  w ill  b e  a b le  to  e a s i ly  slip  in  a n d  o u t  o f  f ro n t 

a n d  b a c k s ta g e  ro le s . T h is  s lip p a g e , k n o w n  as  e m o tio n a l  s w itc h in g , o c cu rs  b e c a u s e  o f  th e  

s ig n if ic a n t  c u ltu ra l p re s s u re  p la c e d  u p o n  o f f ic e rs  a n d  e a c h  o th e r  to  m a in ta in  a  ro b u s t  

fo rm  o f  h e g e m o n ic  m a sc u lin ity . T o  u p h o ld  th is  b e c o m e s  c ru c ia l  b e c a u se  it p la c e s  a 

b ra k e  u p o n  th e  s o m e tim e s  h ig h  le v e ls  o f  a m b ig u i ty  o f f ic e rs  e x p e r ie n c e  a b o u t
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p e r fo rm in g  c a rin g  w o rk  in p u b lic , w h a t  is  a c c e p ta b ly  m a s c u l in e ,  and  h o w  c a r in g  w o rk  is
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d e fin e d .



P A R T  1

C H A P T E R  2

E M O T IO N A L IT Y  A N D  E M O T IO N A L  L A B O U R :

C O N C E P T  A N D  P R A C T IC E

“Yo u  c a n 't  d iv o r c e  e m o tio n s  f r o m  th e  w o r k p la c e  b e c a u s e  y o u  

can  7 d iv o r c e  e m o tio n s  f r o m  p e o p le .  " (M a r tin  V argo, e x e c u tiv e  

c o a c h  q u o te d  in N e lto n , 1996).

S in c e  th e  a d v e n t o f  T a y lo r is m , th e  s tu d y  o f  e m o tio n a li ty  in  th e  w o rk p la c e  h a s  

m a in ly  fo c u se d  o n  th e  d e v e lo p m e n t o f  s tra te g ie s  to  tra in  w o rk e rs  to  b e c o m e  ‘s tre s s  f i t ’ 

(N e w to n , 1995). M u c h  o f  th is  w o rk  is  ro o te d  in  p s y c h o lo g ic a l  d is c o u rse  a n d  p ra c t ic e  . 

M o re  re c e n tly , m a n a g e m e n t th e o r is ts  h a v e  d is c o v e re d  th e  p iv o ta l ro le  e m o tio n a li ty  

p la y s  in  th e  o rg a n is in g  p ro c e ss .

W ith  th e  r is e  o f  th e  s e rv ic e  e c o n o m y , m a n a g e rs  a n d  o rg a n is a tio n a l th e o r is ts  h a v e  

b e c o m e  in c re a s in g ly  c o n c e rn e d  w ith  th e  q u a li ty  o f  th e  h u m a n  in te rfa c e  b e tw e e n  s e rv ic e  

p ro v id e r  a n d  c lie n t (B itra n  a n d  L o jo , 1 9 9 3 ). A s  m o re  p e o p le  a re  e m p lo y e d  in  a  s e rv ic e  

c a p a c ity  th a t  in v o lv e s  a tte n tio n  to  o th e r  p e o p le ’s b e h a v io u r , th e re  h a s  b e e n  an  in c re a s e d  

e ffo r t to  e s ta b lis h  a  l in k  b e tw e e n  e x p re s s io n  o f  p o s i t iv e  e m o tio n  a n d  g re a te r  le v e ls  o f  

p ro d u c tiv i ty  (R a fa e li a n d  S u tto n , 19 9 1 ).

T h e  q u o te  th a t in tro d u c e d  th is  c h a p te r  is  te s ta m e n t to  th e  g ro w in g  tre n d  a m o n g  

c o rp o ra tio n s  to  e x p lo re  m o re  e f fe c t iv e  w a y s  o f  c o n tro l l in g  th e  m o s t u n p re d ic ta b le  a n d  

u n m e a s u ra b le  a sp e c ts  o f  th e ir  e n te rp r is e s  - e m p lo y e e s  a n d  th e ir  e m o tio n s . E x e c u tiv e  

c o a c h e s , m a n a g e m e n t c o n s u lta n ts , e m p lo y e e  a s s is ta n c e  c o u n s e llo rs  a n d  e v e n  o u td o o r  

a d v e n tu re  le ad e rs  a re  c u r re n tly  h a ile d  a s  th e  e x p e r ts  o n  e m o tio n  m a n a g e m e n t a n d  

e m o tio n a l c o n tro l in  th e  w o rk p la c e .



H o w e v e r , m a n y  o f  th e se  e m o tio n a l  c o n tro l e x p e r ts  a d h e re  to a c o n c e p tu a lis a tio n  

o f  e m o tio n  th a t is  in d iv id u a lis tic , b io s o c ia l  an d  a c u ltu ra l ,  as c u ltu ra l n o tio n s  o f  th e  

o r ig in  a n d  c o n s ti tu t io n  o f  e m o tio n a li ty  a re  o f te n  o v e r lo o k e d  as le g itim a te .

T h is  is  p a r t ic u la r ly  p ro b le m a tic  fo r  th e  s tu d y  o f  e m o tio n a l  lab o u r. T h is  c h a p te r  is 

d e v o te d  to  d is c u s s in g  th e  th e o re t ic a l  a n d  c o n c e p tu a l u n d e rp in n in g s  o f  e m o tio n  a n d  

e m o tio n a l  lab o u r. I t is  a rg u e d  th a t  i f  e m o tio n a l la b o u r  is  a s  h a rm fu l fo r  th e  in d iv id u a l  

w o rk e r  as  H o c h sc h ild  su g g es ts , th e n  it  fo llo w s  th a t  th e  o rg a n is a t io n s  th a t d e m a n d  o f  th e  

w o rk e r  p e r fo rm a n c e  b e y o n d  re a s o n a b le  e x p e c ta tio n s , a lso  s ta n d  to lo se  a  c o n s id e ra b le  

a m o u n t. I f  a tte m p ts  b y  o rg a n is a t io n s  to  a l le v ia te  e m o tio n a l  s tre ss  a re  b a se d  u p o n  a  

r e s tr ic te d  v ie w  o f  e m o tio n a lity , th e n  s u c h  in te rv e n tio n  m a y  e v e n tu a lly  fa il. T h e  

fo l lo w in g  c h a p te r  d o e s  n o t set o u t to  e n tire ly  d is m is s  th e  v a lid i ty  o f  b io so c ia l  n o tio n s  o f  

e m o tio n a li ty , b u t  ra th e r  to  i l lu s tra te  th a t a n y  a tte m p t to  c h a n g e  an  in d iv id u a l’s 

e x p e r ie n c e  o f  e m o tio n a lity  w ith in  a n  o rg a n is a t io n a l  c o n te x t  sh o u ld  b e  in fo rm e d  b y  

s o c ia l  c o n s tru c tio n is t  c o n c e p tu a lis a t io n s  o f  e m o tio n .

T h is  c h a p te r  d is c u s se s  in  d e ta i l  th e  c o n tr ib u tio n  o f  H o c h sc h ild  to  th e  s o c io lo g y  

o f  e m o tio n s , w o rk  an d  g e n d e r . S in c e  H o c h s c h ild  p u b l is h e d  “ T h e  M a n a g e d  H e a r t”  in  

1 9 8 3 , a  n u m b e r  o f  s tu d ie s  h a v e  a t te m p te d  to  e i th e r  v a l id a te  o r  re fu te  h e r  c la im s  a b o u t 

th e  c o n c e p tu a lis a t io n  a n d  c o n s e q u e n c e s  o f  e m o tio n a l  la b o u r . F e w  s tu d ie s  h a v e  

c o n s id e re d  th e  p o s s ib i l i ty  th a t th e  s tu d y  o f  e m o tio n a l  la b o u r  in  i t s e l f  is l im ite d  in  its  

th e o re t ic a l  a n d  p ra c tic a l a p p lic a tio n . I t  is  s u g g e s te d  h e re  th a t  th e  s tu d y  o f  e m o tio n a l  

la b o u r  as a  w o rk  p ra c tic e  n e e d s  to  o c c u r  a lo n g s id e  th e  s tu d y  o f  o rg a n is a t io n a l  

e m o tio n a l i ty  a n d  g e n d e re d  o rg a n is in g  p ra c tic e s . T h is  g a p  in  th e  lite ra tu re  w il l  b e  

d is c u s s e d  fu r th e r  in  C h a p te r  3.
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E m o tio n  as a  c o n c e p t a n d  p ra c t ic e  in  i t s e l f  is  a n a ly se d  h e re  w ith in  th e  

b o u n d a r ie s  o f  th e  so c io lo g y  o f  e m o tio n  l i te ra tu re . A  s o c ia l  c o n s tru c tio n is t  a p p ro a c h  to  

e m o tio n  is  e x a m in e d  an d  p ro m o te d  as th e  m o s t  u s e fu l f r a m e w o rk  w ith in  w h ic h  th is  

s tu d y  is  to  p ro c e e d . A n  o v e rv ie w  a n d  a n a ly s is  o f  th e  e m p ir ic a l  and  c o n c e p tu a l l i te ra tu re  

th a t  d e a ls  sp e c if ic a lly  w ith  e m o tio n a l  la b o u r  w il l  i l lu s tr a te  h o w  th e  c o n c e p t h a s  b e e n  

u t i l is e d  a n d  c o n c e p tu a lis e d  w ith in  th e  b ro a d e r  a re a s  o f  so c io lo g y  o f  w o rk  a n d  

o rg a n is a t io n a l  th eo ry . In  c o n c lu s io n , th e  c o n c e p t  o f  e m o tio n a l  la b o u r w ill b e  d e f in e d  

a c c o rd in g  to  th e  n e e d s  an d  d ire c tio n  o f  th is  e m p ir ic a l  s tu d y .

E M O T IO N : C O N C E P T S  A N D  T H E O R IE S

T h e  p u rp o s e  o f  th e  f irs t p a r t  o f  th is  c h a p te r  is  to  i l lu s tra te  h o w  s o c io lo g ic a l  

th e o r ie s  o f  e m o tio n  a re  c ru c ia l to  u n d e r s ta n d in g  e m o tio n  as a  so c ia l p ra c tic e . P a r t ic u la r  

s o c io lo g ic a l  th e o rie s  o f  e m o tio n  a re  m o re  l ik e ly  th a n  o th e rs  to  e lu c id a te  h o w  a n d  w h y  

e m o tio n s  a re  c o n s tru c te d  a n d  p ra c t is e d . A  s e c o n d  p u rp o s e  o f  th is  c h a p te r  is  to  

d e m o n s t ra te  w h y  a  so c ia l c o n s tru c tio n is t  a p p ro a c h  to  e m o tio n  w ill b e  p r iv i le g e d  o v e r  

p o s i t iv is t  a n d  so m e  sy m b o lic  in te ra c t io n is t  a p p ro a c h e s .

P re fe re n c e  fo r  th is  a p p ro a c h  is  b e s t  i l lu s tr a te d  b y  H a r r e ’s (1 9 8 6 :4 ) c o m m e n ta ry  

o n  th e  fu ti l i ty  o f  se a rc h in g  fo r  th e  m e a n in g  o f  s e n s a tio n  o r  fe e lin g  as re p re s e n ta t iv e  o f  

an  e m o tio n  itse lf . H a rre  d e sc r ib e s  th e  s o c ia l  c o n s tru c t io n is t  a p p ro a ch  as  “ a  s tru g g le  

a g a in s t  th e  p e rs is te n t  illu s io n  th a t  e m o tio n s  a re  s o m e th in g  o u t  th ere . ” H e  d e s c r ib e s  th is  

as a n  “ o n to lo g ic a l i l lu s io n ” , th a t  th e re  is  a c tu a lly  an  it  o n  w h ic h  re se a rc h  c an  b e  b a se d . 

T h e  “ s ta te ”  th a t is  o f te n  d e sc r ib e d  a s  th e  e m o tio n  i t s e l f  is , a c c o rd in g  to  H a rre , s o m e  

p h y s io lo g ic a l  s ta te  su c h  as th e  re d d e n in g  o f  th e  fa c e  a sso c ia te d  w ith  a n g e r  o r
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e m b a r ra s s m e n t. H o w e v e r , H a rre  (1 9 8 6 :4 )  d e s c r ib e s  th e  p h y s io lo g ic a l c o m p o n e n t o f  

e m o tio n  as s o le ly  an  in d ic a to r  a n d  n o t  c o n s t i tu t iv e  o f  th e  a c tu a l e m o tio n  itse lf:

. . .W h a t th e re  is  th e  o rd e r in g , s e le c tin g  a n d  in te rp re t in g  w o rk  u p o n  w h ic h

o u r  ac ts  o f  m a n a g e m e n t o f  f ra g m e n ts  o f  life  d e p e n d .

I t  is  th e  d e g re e  to w h ic h  p h y s io lo g y  is  r e s p o n s ib le  fo r  th e  e x p e r ie n c e  o f  e m o tio n  

th a t  is  a t th e  c en tre  o f  o n g o in g  d e b a te s  o n  th e  o r ig in  a n d  e x p e rie n c e  o f  e m o tio n  w ith in  

th e  s o c ia l  sc ie n c es . T h e se  d e b a te s  c o n v e rg e  a ro u n d  th e  d e g re e  to w h ic h  e m o tio n s  a re  

s o c ia l ly  a n d  c u ltu ra lly  c o n s tru c te d  o r  b io lo g ic a l ly  d e te rm in e d . T h is  d ic h o to m y  fo rm s  th e  

b a s is  o f  d iffe re n t sc h o o ls  o f  th o u g h t  w ith in  th e  s o c io lo g y  o f  e m o tio n s  (K e m p e r , 

1 9 8 1 ; 1 9 8 7 ) , an d  te n d s  to  fo c u s  a ro u n d  th re e  m a in  is su e s : th e  e x is te n c e  o f  p r im a ry  

a n d /o r  s e c o n d a ry  e m o tio n s ; th e  e x te n t to  w h ic h  p a r t ic u la r  so c ia l re la tio n s  su ch  as  p o w e r  

a n d  g e n d e r  d e te rm in e  th e  s p e c if ic i ty  o f  e m o tio n s  a n d ; th e  e x te n t to w h ic h  e m o tio n s  a re  

p ro c e s s u a l ,  in te n tio n a l and  c u ltu ra l.

F o r  e x am p le , T h o its  (1 9 8 9 )  d e f in e s  e m o tio n  b e in g  c o m p ris e d  o f  fo u r  

c o m p o n e n ts :  a p p ra isa l, p h y s io lo g y , e x p re s s io n  a n d  c u ltu ra l  label. A s  illu s tra te d  in  

T a b le s  1 a n d  2, T h o its  a lso  d is t in g u is h e s  e m o tio n  f ro m  a ttr ib u te s  su c h  as fe e lin g s , 

a f fe c ts , m o o d s  and  se n tim e n ts . T a b le  1 in d ic a te s  h o w  e m o tio n s  a re  d iffe re n tia te d .

T a b le  1
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F o u r  C o m p o n e n ts  o f  E m o tio n  a n d  D if f e re n t ia t io n  f ro m  F e e lin g s , M o o d s , A ffe c ts

a n d  S e n tim e n ts

C o m p o n e n t D e s c r ip t io n

A p p ra is a l A p p ra is a l o f  S i tu a t io n a l  s tim u lu s  o r  c o n te x t

P h y s io lo g y C h a n g e s  in  b o d i ly  s ta te s  o r  s en sa tio n s

E x p re s s io n F re e  o r  in h ib i te d  d is p la y  o f  e x p re s s iv e

g e s tu re s

S o u rc e : T h o i ts  (1 9 8 9 )
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T a b le  2

T h o i ts ’ (1 9 8 9 )  C o m p o n e n ts  o f  E m o tio n s

S ta te D e s c r ip tio n

F e e lin g s P h y s ic a l  d r iv e  s ta te s  as  w e ll as e m o tio n a l 

s ta te s

A ffe c ts P o s i t iv e /N e g a t iv e  E v a lu a tio n s  o f  an  o b je c t, 

b e h a v io u r  o r  id e a  ie . (H e ise , 1979)

M o o d s C h ro n ic ,  le ss  in te n s e  s ta te s  th a t a re  n o t a lw a y s  

re la te d  to  an  e l ic i t in g  s itu a tio n

S e n tim e n ts P a t te rn s  o f  s e n s a tio n s , e x p re ss iv e  g e s tu re s  a n d  

c u l tu ra l  m e a n in g s  o rg a n ise d  a ro u n d  a 

r e la t io n s h ip  to  a  s o c ia l  o b je c t i.e . (G o rd o n , 

1 9 8 1 )

S o u rc e : T h o its  (1 9 8 9 )

F o r  th e  p u rp o se s  o f  th is  th e s is ,  T h o i t s ’ d if f e re n tia t io n  o f  e m o tio n  f ro m  th e

a ttr ib u te s  p re v io u s ly  m e n tio n e d  is  a d o p te d  h e re  as th e  b a s is  o f  th e  p re fe rre d  d e f in it io n  o f

e m o tio n . T h is  d o es  n o t  m e a n  th a t  th e s e  s ta te s  a re  n o t  p a r t  o f  e m o tio n a lity , b u t  m e re ly

e x p e r ie n c e d  in  c o n ju n c tio n  w ith  e m o tio n . T h o i t s ’ c o m p ila t io n  is  i l lu s tra tiv e  o f  h o w

s o c io lo g is ts  d if fe r  in  te rm s  o f  h o w  th e y  d e f in e  e m o tio n . W h ile  m o s t th e o ris ts  a g re e  th a t

e m o tio n s  a re  n o t  s im p ly  in n a te  b io p h y s io lo g ic a l  p h e n o m e n a , th e re  is d is a g re e m e n t

a b o u t th e  d e g re e  to  w h ic h  e m o tio n s  o r ig in a te  f ro m  th e  b o d y .

I t  is  a rg u e d  th a t  w h ile  i t  d if f ic u l t  to  s u g g e s t  th a t  e m o tio n s  a re  n o t  ‘e m b o d ie d ’

fo rm s  o f  c o m m u n ic a tio n , it is  w ith in  th e  s o c io -c u ltu ra l  ra th e r  th a n  th e  b io lo g ic a l  o r

p h y s io lo g ic a l  b o d y  th a t e m o tio n s  a re  c o n s ti tu te d .  A s  T h o its  (1 9 8 9 :3 1 9 )  e x p la in s :

H is to r ic a l  an d  c u ltu ra l v a r ia b i l i ty  s u g g e s ts  th a t, to  an  im p o r ta n t d e g re e , 

su b je c tiv e  e x p e r ie n c e s  a n d  e m o tio n a l  b e lie fs  a re  b o th  so c ia lly  a c q u ire d  a n d  

s o c ia lly  c o n s tru c te d .



A n  a n a ly s is  o f  th e  d e b a te  c o n c e rn in g  th e  c o n s tru c t io n  o f  e m o tio n  w il l  a s s is t  in  

i l lu s tra t in g  th is  c la im .

P O S IT IV IS T  A P P R O A C H E S  T O  E M O T IO N

T h e  p o s it iv is t  sc h o o l d e s c r ib e  e m o tio n s  as a u to m a tic  and  in v a ria n t re s p o n s e s , 

w h ic h  a re  p a tte rn e d  a c c o rd in g  to  p a r t ic u la r  c la s s e s  o f  s o c ia l  s tim u li (K e m p e r , 1 9 7 8 ; 

S c h e ff , 1 97 9). P o s i t iv is ts  a d h e re  to  th e  n o t io n  th a t  b io lo g ic a l  a n d  p h y s io lo g ic a l  

s u b s tr a te s  a re  c ru c ia l in  d e te rm in in g  s p e c if ic  e m o tio n s . I t  is th is  e m p h a s is  o n  

‘s p e c if ic i ty ’ th a t d is t in g u is h e s  th e  p o s i t iv is t  a p p ro a c h  f ro m  th e  sy m b o lic  in te ra c t io n is t  

a n d  s o c ia l  c o n s tru c tio n is t  a p p ro a c h e s .

P o s it iv is ts  a lso  a ff irm  th a t  p a r t ic u la r  k in d s  o f  s o c ia l  re la tio n s , s p e c if ic a l ly  p o w e r  

a n d  s ta tu s , d e te rm in e  w h ic h  e m o tio n s  w il l  b e  e x p e r ie n c e d  in  c e r ta in  s o c io c u ltu ra l  

c o n te x ts . T h is  is i l lu s tra te d  b y  w a y  o f  a s o c ia l  s tru c tu ra l c a te g o ry  s c h e m a  w h ic h  a s s is ts  

in  d e f in in g  s itu a tio n s , a n d  d e te n n in e s  th e  e m o tio n s  th a t  th o se  d e f in it io n s  p ro d u c e  

(K e m p e r , 198 1).

P o s it iv is t  p ro m o tio n  o f  e s s e n tia l is t  id e a s  o f  e m o tio n  a re  b e s t e x e m p lif ie d  in  th e i r  

p ro m o tio n  o f  th e  e x is te n c e  o f  b a s ic  o r  p r im a ry  e m o tio n s , a s  w e ll  as th e  b e l i e f  th a t  s o c ia l  

s t im u lu s  a n d  p h y s io lo g ic a l  p ro c e s s e s  f i t  to g e th e r  l ik e  a  ‘lo c k  a n d  k e y ’ - th a t  is , 

p a r t ic u la r  so c ia l s t im u lu s  ‘k e y s ’ fit  p a r t ic u la r  p h y s io lo g ic a l  lo c k s  to p ro d u c e  p a r t ic u la r  

e m o tio n s  (K e m p e r , 1987). K e m p e r  d is p u te s  th e  id e a  th a t  so c ia l n o rm s  p ro d u c e  

e m o tio n s . H e  a sse r ts  th a t d if f e re n t  o u tc o m e s  in  s o c ia l- s tru c tu ra l  re la tio n s  s u c h  a s  p o w e r  

a n d  s ta tu s  tr ig g e r  c e r ta in  p h y s io lo g ic a l  p ro c e s s e s . T h is , in  tu rn , ‘b e c o m e s ’ c e r ta in  

e m o tio n s .
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K e m p e r  ( 1 98 1) a lso  a rg u e s  th a t  th e  “ e x p la n a to ry  c o re ” th a t d e te rm in e s  w h y  a n d

h o w  e m o tio n s  o c c u r c a n n o t b e  fo u n d  in  c u ltu ra l e x p la n a tio n s . C u ltu ra l n o rm s  a re

c o n s id e re d  e p ip h e n o m e n a l in  th a t  th e y  a re  m e re  in d ic a to r s  o f  su rfa c e  p h e n o m e n a . A s

K e m p e r  (1 9 8 1 :3 4 6 )  e x p la in s :

f irs t c o m es  th e  s o c ia l  r e la t io n s h ip , w ith  its  c o n c re te  b e h a v io u ra l  p a tte rn  

a n d  its  c h a ra c te r is tic  e m o tio n s . O n ly  la te r  d o e s  a  ru le  e m e rg e  to  g u a rd  

th e  e m o tio n s  it e v o k e s .

K e m p e r , fo r e x a m p le , h a s  p ro p o s e d  fo u r  b a s ic  e m o tio n s  - fear, a n g e r , d e p re s s io n  

a n d  sa tis fa c tio n . H o w e v e r , th e re  is  s ig n if ic a n t  d iv e rg e n c e  o f  o p in io n  a b o u t h o w  m a n y  

b a s ic  e m o tio n s  a c tu a lly  e x is t . T a b le  3 i l lu s tra te s  th is  w id e  v a r ia t io n  c lea rly .

O n e  o f  th e  fu n d a m e n ta l  te n e ts  o f  p o s i t iv is t  e m o tio n  th e o ry  is th e  e x is te n c e  o f  

b a s ic  o r  p r im a ry  e m o tio n s . B a s ic  e m o tio n s  a re  d e s c r ib e d  as p r im it iv e  b u ild in g  b lo c k s  

fro m  w h ic h  s te m  s e c o n d a ry  e m o tio n s  (Iz a rd , 19 7 7 ; P lu tc h ik , 1962; T o n k in s , 

1 9 6 2 ,1 9 8 4 ).

25

T a b le  3

A  S e le c t io n  o f  L is ts  o f ‘B a s ic ’ E m o tio n s

R e fe re n c e F u n d a m e n ta l  E m o tio n B a s is  fo r  In c lu s io n

A rn o ld  (1 9 6 0 ) A n g e r , a v e rs io n , c o u ra g e , R e la tio n  to  a c tio n

d e je c tio n , d e sp a ir ,  fe a r, h a te , h o p e , te n d e n c ie s

lo v e , s a d n e s s

E k m a n , F r ie s e n A n g e r , d is g u s t , fe a r , jo y ,  sa d n e ss , U n iv e rs a l fac ia l

a n d  E l ls w o r th s u rp r is e e x p re ss io n s

(1 9 8 2 )

F r id ja  (1 9 8 6 ) D e s ire ,  h a p p in e s s ,  in te re s t , su rp r is e , 

w o n d e r , s o rro w

F o rm s  o f  a c tio n  r e a d in e s s

G r a y (1 9 8 2 ) R a g e  a n d  te r ro r , a n x ie ty  a n d  jo y H a rd w ire d

Iz a rd  (1 9 7 1 ) A n g e r , c o n te m p t, d is g u s t,  d is tre ss , 

fe a r , g u il t ,  in te re s t ,  jo y ,  sh a m e , 

s u rp r is e

H a rd w ire d

J a m e s  (1 8 8 4 ) F e a r , g r ie f ,  lo v e , ra g e B o d ily  in v o lv e m e n t
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R e fe re n c e F u n d a m e n ta l  E m o tio n B a s is  fo r  In c lu s io n

M c D o u g a ll  (1 9 2 6 ) A n g e r  d is g u s t ,  e la t io n , fea r, 

su b je c tio n , te n d e r -e m o tio n , w o n d e r

M o w re r  (1 9 6 0 ) P a in , p le a s u re U n le a rn e d  e m o tio n a l  

s ta tes

O a tle y  and

J o h n so n -L a ird

(1 9 8 7 )

A n g e r , d is g u s t, a n x ie ty ,h a p p in e s s , 

s a d n e s s

D o  n o t  r e q u ire  

p ro p o s it io n a l  c o n te n t

P a n k s e p p  (1 9 8 2 ) E x p e c ta n c y , fe a r , ra g e , p a n ic H a rd w ire d

P lu tc h ik  (1 9 8 0 ) A c c e p ta n c e , a n g e r , a n tic ip a tio n , 

d is g u s t,  jo y ,  fea r, s a d n e s s , s u rp r is e

R e la tio n  to  a d a p tiv e  

b io lo g ic a l p ro c e s s e s

T o m k in s  (1 9 8 4 ) A n g e r , in te re s t ,  c o n te m p t, d is g u s t ,  

d is tre s s , fe a r , jo y ,  s h a m e , s u rp r is e

D e n s ity  o f  n e u ra l f ir in g

W a ts o n  (1 9 3 0 ) F e a r , lo v e , ra g e H a rd w ire d

W e in e r  an d  

G ra h a m  (1 9 8 4 )

H a p p in e s s ,  s a d n e s s A ttr ib u tio n  d e p e n d e n t

O rto n y  an d T u rn e r  (1 9 9 0 )  a rg u e  th a t th e re  is  sc a n t e m p ir ic a l v a l id i ty  in

a c k n o w le d g in g  th e  a c tu a l e x is te n c e  o f  b a s ic  e m o tio n s . A c c o rd in iI  to O r to n y  e t a l  (1 9 8 7 ,

1 9 8 8 ), an  e m o tio n is a  h ig h ly  v a la n c e d  s ta te . In  o th e r  w o rd s , an e m o tio n  c a n n o t b e

e ffe c tiv e ly  n e u tra l. T h e y  u s e  s u ip r is e  as  a  c a s e  in  p o in t, in  th a t  it can  e ith e r  b e  p o s i t iv e ,

n e g a tiv e  o r  n e u tra l. W h e n  a  p e r s o n  b e c o m e s  s u rp ris e d , n o th in g  is k n o w n  o r im p lic a te d

re g a rd in g  th e  a ffe c tiv e  s ta te  o f  th a t  p e rs o n . In te re s t  is  a lso  c o n s id e re d  to  b e  e i th e r  a

c o g n it iv e  o r  m o tiv a tio n a l s ta te , a n d  th e re fo re  n o t  a f fe c t iv e ly  v a la n c e d . A s  e i th e r

s u rp r is e  o r  in te re s t  c an  b e  a  m o tiv a t io n a l  s ta te , O r to n y  a n d  T u rn e r  (1 9 9 0 )  a rg u e  th e y

c a n n o t b e  d e sc r ib e d  as e m o tio n s  b e c a u s e :

th e  ro le  o f  v a le n c e  in  m o tiv a t io n a l  s ta te s  is o n e  o f  c a u se , n o t o f  c o n te n t 

- th e  q u e s tio n  o f  v a le n c e  s im p ly  d o e s  n o t  a r is e  w ith  re s p e c t to  th e  

c o n te n t o f  m o tiv a tio n a l s ta te s  as it  d o e s  fo r  e m o tio n a l  o n es.

O rto n y  a n d  T u rn e r  a lso  ta k e  is s u e  w ith  th e  v ie w  th a t b a s ic  e m o tio n s  a re

b io lo g ic a l ly  p r im itiv e . T h is  v ie w  b e s to w s  u p o n  e m o tio n  a  s p e c if ic  e v o lu tio n a ry  f u n c t io n



th a t e n su re s  th e  su rv iv a l o f  th e  s p e c ie s  (P lu tc h ik  196 2 , 1 9 8 0 ). F o r  e x a m p le , P lu tc h ik  

(1 9 8 0 )  a sse rts  th a t e m o tio n s  h a v e  p a r t ic u la r  p s y c h o e v o lu t io n a ry  fu n c tio n s . H a p p in e s s  is  

a s s o c ia te d  w ith  th e  n e e d  to  r e p ro d u c e  a n d  fe a r  w ith  th e  n e e d  to  p ro te c t  th e  sp e c ie s  f ro m  

e x tin c tio n . B io lo g ic a l th e o r is ts  a lso  a sse r t  th a t b e c a u s e  e m o tio n s  a re  b io lo g ic a l ly  

d e te rm in e d , th e y  th e re fo re  m u s t  a lso  b e  u n iv e rs a l.  B a s ic  e m o tio n s  a re  th e re fo re  

‘h a rd w ire d ’.

E k m a n  (1 9 8 2 ) h a s  a tte m p te d  to  p ro v id e  e m p ir ic a l e v id e n c e  to  v a l id a te  th e  c la im  

th a t  u n iv e rsa li ty ’ o f  e m o tio n a l e x p re s s io n  m u s t in d ic a te  th e  e x is te n c e  o f  h a rd w ire d  

e m o tio n s  in  h u m a n s  a n d  o th e r  p h y lo g e n e t ic a l ly  l in k e d  s p e c ie s . E k m a n ’s a im  w a s  to  

id e n tify  h o w  n e u ra l s tru c tu re s  c o r re s p o n d  to  d if fe r in g  e m o tio n a l  s ta te s . A s  O rto n y  a n d  

T u rn e r  (1 9 9 0 ) e x p la in , re s e a rc h  in to  th e  h a rd w ir in g  o f  e m o tio n s  s u g g e s t th a t  su c h  

c irc u itry  m a y  n o t a c tu a lly  e x is t . H o w e v e r , a c c o rd in g  to  P a n k s e p p  (1 9 8 2 ) , th e y  d o  a d m it  

th a t e m o tio n a l re s p o n se  s y s te m s  m a y  e x is t. O r to n y  a n d  T u rn e r  (1 9 9 0 :3 2 9 )  u s e  th e  

a n a lo g y  o f  ‘n a tu ra l’ la n g u a g e s  to  v a l id a te  th e ir  p o s i t io n  o n  th e  re m o te  p o s s ib i l i ty  o f  th e  

e x is te n c e  o f ‘b a s ic ’ e m o tio n s :

T h e re  a re  h u n d re d s  o f  la n g u a g e s , b u t  l in g u is ts  d o  n o t  e x p la in  th e m  v ia  

p o s tu la tin g  a  sm a ll  se t o f  b a s ic  la n g u a g e s  o u t  o f  w h ic h  a ll o th e rs  a re  

b u ilt. A t th e  s a m e  tim e , th e y  c e r ta in ly  re c o g n is e  th a t  th e re  a re  c o n s tra in ts  

o n  p o ss ib le  la n g u a g e s , a n d  th a t  th e re  a re  b a s ic  b u i ld in g  b lo c k s  s u c h  as 

p h o n o lo g ic a l  p ro p e r t ie s  a n d  s y n ta c t ic  p ro p e r tie s . S o m e  c o n s tra in ts  h a v e  

th e ir  ro o ts  in  th e  b io lo g ic a l  n a tu re  o f  p e o p le . W h a t  is  b a s ic , h o w e v e r , a re  

th e  c o n s ti tu e n ts  o f  la n g u a g e s , a n d  th e s e  c o n s ti tu e n ts  a re  n o t  p a te n t ly  

th e m s e lv e s  la n g u a g e s . S o  to o , w ith  e m o tio n s .

S c h ä c h te r  a n d  S in g e r  (1 9 6 2 )  c o n d u c te d  a  s e r ie s  o f  e x p e r im e n ts  to  in v e s t ig a te  th e  

u n d e r ly in g  p s y c h o p a th o lo g y  o f  e m o tio n s . T h e y  w e re  p a r t ic u la r ly  in te re s te d  in  h o w  

e m o tio n s  b e c a m e  d if fe re n tia te d  a n d  s p e c if ic . T h e ir  m a jo r  f in d in g  w a s  th a t  th e  

p h y s io lo g ic a l  p ro c e ss  fo r  a ll e m o tio n s  w a s  th e  sam e , a n d  c o n c lu d e d  th a t  d if f e r e n tia t io n
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is  a  re s u lt  o f  c u ltu ra l a n d  so c ia l p ro c e s s e s .  A c c o rd in g  to  S c h ä c h te r  a n d  S in g e r , th e re  

a p p e a re d  n o  sp e c if ic  p h y s io lo g ic a l  p ro c e s s  fo r  sp e c if ic  e m o tio n s . S y m b o lic  

in te ra c t io n is ts  d ra w  u p o n  S c h ä c h te r  a n d  S in g e r ’s w o rk , s tre ss in g  th a t it is  th e  

in te rp re ta t io n  o f  g e n e ra lis e d  a ro u sa l o n  th e  b a s is  o f  s a l ie n t  s i tu a tio n a l fa c to rs  th a t  is  th e  

k e y  to  u n d e rs ta n d in g  th e  o r ig in  an d  e x p re s s io n  o f  e m o tio n s  (T h o its . 1989 ).

T h u s , c o rp o re a l c h a n g e s  a s s o c ia te d  w ith  e m o tio n  s u c h  as ra is e d  b lo o d  p re s s u re  

a n d  in c re a s e d  h e a r t ra te  a re  g e n e ra l b o d i ly  c h a n g e s , a n d  th e re fo re  c a n n o t b e  l in k e d  

d ire c t ly  to  th e  sp e c if ic  e x p e r ie n c e  o f  e m o tio n . S y m b o lic  in te ra c t io n is ts  a sse r t th e n  th a t  

e m o tio n s  c o n s is t  o f  b o th  g e n e ra lis e d  a ro u s a l a n d  s p e c if ic  s o c io -c u ltu ra l fa c to rs . 

E m o tio n s  a re  th e re fo re  m o s tly  d e te rm in e d  b y  s o c io -c u ltu ra l ,  n o t p h y s io lo g ic a l  f a c to r s  

(T h o its , 1 9 8 9 ) .2

S c h ä c h te r  an d  S in g e r ’s f in d in g s  c h a lle n g e d  th e  J a m e s -L a n g e  (1 9 2 2 )  th e o ry  o f  

e m o tio n  w h ic h  d if fe re n tia te d  b e tw e e n  th e  ‘c o a r s e r ’ e m o tio n s  o f  g r ie f , fe a r , ra g e  a n d  

lo v e , a n d  th e  s u b tle r  e m o tio n s  s u c h  as  m o ra l ,  in te l le c tu a l  a n d  a e s th e tic  fe e lin g s . J a m e s  

(1 8 8 4 )  in  p a r t ic u la r  a s s e r te d  th a t  e m o tio n s  o r ig in a te d  as a  re s u l t  o f  in te rn a l ,  

p h y s io lo g ic a l ,  n e rv o u s  p ro c e s s e s . H is  s e q u e n c e  o f  e m o tio n a l  e x p e r ie n c e  b e g a n  w i th  th e  

p e rc e p t io n  o f  th e  e x c it in g  fa c t o r  o b je c t  b y  th e  p e r s o n ; b o d ily  e x p re s s io n  s u c h  a s  

w e e p in g  o r  f ig h t/f lig h t; a n d  th e  a c tu a l fe e l in g  o r  e m o tio n , s u c h  as a n g e r  o r  fear.

T h e  J a m e s -L a n g e  th e o ry  d o e s  n o t  lo c a te  c u ltu ra l  o r  s o c ia l ‘a p p r a is a l ’ o r  

in f lu e n c e  w ith in  th is  s e q u e n c in g , fo r  e m o tio n s  a re  v ie w e d  as  p re -s o c ia l  a n d  b io lo g ic a l ly  

p r im it iv e  (J a m e s  an d  L a n g e , 1 9 2 2 ). T h is  s p e c if ic ity  a rg u m e n t  p ro p o s e d  b y  J a m e s  h a s  

b e e n  ta k e n  up  v ig o ro u s ly  b y  E k m a n  , F r ie s e  

n  a n d  A n c o li  (1 9 8 0 ).
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E k m a n  is a s tro n g  p ro p o n e n t  o f  th e  id e a  th a t e m o tio n  c a n n o t ‘b e ’ w ith o u t  s o m e  

p h y s ic a l  re sp o n se . H e  p ro p o s e s  th a t  fa c ia l a n d  b o d ily  e x p re s s io n s  a re  k e y e d  in to  s p e c if ic  

e m o tio n s , th a t  is, th e re  is a  d e f in ite  l in k  b e tw e e n  e x p re s s io n  a n d  in te rn a l fe e l in g  s ta te s .3

T o m k in s  (1 9 6 2 . 1 98 0) c la im s  th a t  d if fe re n t  d e n s it ie s  o f  n e u ra l f ir in g  tr ig g e r  

in n a te  fa c ia l e x p re ss io n s  th a t m e d ia te  a w a re n e s s  o f  d is c re te  e m o tio n s . T h is  d o m in a n t  

d is c re te  e m o tio n s  th e o ry  (Iza rd , 19 7 7 ; E k m a n , 19 72 ; T o m k in s ,  1982), h a s  h e lp e d  fo s te r  

re s e a rc h  in to  th e  ro le  o f  p s y c h o p h y s io lo g ic a l  p ro c e s s e s  in  a ffe c t iv e  d is o rd e rs  su c h  as 

d e p re s s io n . T h u s , b io c h e m ic a l th e o r ie s  o f  e m o tio n s  h a v e  d e v e lo p e d  a s ig n if ic a n t  d e g re e  

o f  a c c e p ta n c e  in  m e d ic a l and  p s y c h o lo g ic a l  re se a rc h .

H o w e v e r , as R o se m a n  (1 9 8 4 )  a rg u e s , th e  m a in  l im ita t io n  w ith  th is  a p p ro a c h  is  

th a t it  f a i l s  to  exp la in  w h a t s ta r ts  th e  p r o c e s s .  I t is  o n ly  r e c e n tly  th a t c o g n it iv e -b a s e d  

th e o r ie s  o f  e m o tio n  h a v e  d e v e lo p e d  b e y o n d  th e  e a r lie r  w o rk s  o f  S c h ä c h te r  a n d  S in g e r . 

R o s e m a n  e x p la in s  th a t a  c o g n it iv e  th e o ry  o f  e m o tio n  p r iv i le g e s  th e  in te rp re ta t io n  o f  

e v e n ts  ra th e r  th a n  e v en ts  th e m s e lv e s  w h ic h  c a u s e  e m o tio n .

R o s e m a n  a lso  e x p la in s  th a t  it is  th e  c o g n it iv e  in te rp re ta t io n  o f  p h y s io lo g ic a l  

a ro u s a l a n d  s itu a tio n a l fa c to rs  w h ic h  is in s t ru c t iv e  h e re . In  o th e r  w o rd s , a  g e n e ra lis e d  

fe e lin g  a lo n e  d o es  n o t c o n s ti tu te  a  fu lly  f le d g e d  e m o tio n . I t is  th e  c u ltu ra l a n d  s o c ia l  

in te rp re ta t io n  th a t d e te rm in e s  w h a t  e m o tio n  is  e x p e r ie n c e d .

In  su m m a ry , a  p o s it iv is t  a p p ro a c h  to  e m o tio n  is  c h a ra c te r is e d  b y  a n  a d h e re n c e  to  

th e  n o tio n  th a t a t le a s t s e v e ra l e m o tio n s , fo r  e x a m p le , a n g e r , s a d n e ss  a n d  lo v e  a re  

u n iv e rs a l,  b a s ic  a n d  h a rd w ire d . S o c io lo g is ts  s u c h  as C o llin s  (1 9 7 5 )  e v e n  s u g g e s t  th a t  

e m o tio n  is th e  b u ild in g  b lo c k  o f  m o s t  s tru c tu ra l  a r ra n g e m e n ts . T a k e n  to  its  m o s t
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2 H o w e v e r ,  s y m b o l i c  i n t e r a c t i o n i s t s  d o  r e c o g n i s e  t h a t  ‘b a s i c ’ e m o t i o n s  m a y  e x i s t ,  a n d  t h a t  t h e s e  b a s i c  e m o t i o n s  a r e ,  

i n  p a r t ,  u n i v e r s a l  ( s e e  M i l l s  a n d  K l e i n m a n ,  1 9 8 8 ) .



e x tre m e  c o n c lu s io n , th is  c o u ld  b e  u s e d  to  e x p la in  w h y  so m e  g ro u p s  e x p e r ie n c e  

p e rp e tu a l  p o v e r ty  and  o th e r  p r iv e le g e  a n d  p o w e r . T h is  id e a  h as  r e c e n tly  re c e iv e d  

w id e s p r e a d  a tte n tio n  (G o le m a n , 199 5 ).

W h ile  it is a c k n o w le d g e d  th a t  th e re  h a s  b e e n  lim ite d  su cc e ss  in  a tte m p tin g  to  

c o n tro l  c e r ta in  d e v ia n t an d  d e b il i ta t in g  e m o tio n s  s u c h  a s  e x tre m e  a n g er, e m o tio n s  s u c h  

as a n x ie ty  can  b e  s u c c e s s fu lly  c o n tro l le d  (S e lig m a n , 199 1 ). T h is  th e n  s u g g e s ts  th a t  th e  

p h y s io lo g ic a l  b a s is  o f  e m o tio n  is n o t  as h a rd w ire d  as  c u rre n t th e o rie s  o f  e m o tio n  c la im .

S O C IA L  C O N S T R U C T IO N IS T  A P P R O A C H E S  T O  E M O T IO N

T h e re  a re  tw o  so c ia l c o n s tru c t io n is t  a p p ro a c h e s  to  e m o tio n s  - th e  s tro n g  

c o n s tr u c t io n is t  th e s is  a n d  th e  w e a k  c o n s tru c t io n is t  th e s is . T h e re  a re  tw o  is su e s  u p o n  

w h ic h  th e s e  p o s itio n s  d if fe r  - th e  e x is te n c e  o f  b a s ic  e m o tio n s  a n d  th e  d is t in c t io n  

b e tw e e n  p r im a ry  a n d  s e c o n d a ry  e m o tio n s . H o w e v e r ,  re g a rd le s s  o f  th e se  d if fe re n c e s , a  

b a s ic  t e n e t  o f  a ll so c ia l c o n s tru c tio n is t  a p p ro a c h e s  is  th a t  e m o tio n s  a re  s o c ia l c o n s tru c ts  

(A v e r i l l ,  1 9 8 0 ; G o rd o n , 19 8 1 ; A rm o n - J o n e s ,  1 9 8 6 ; H a rre , 1986).

S o c ia l c o n s tru c tio n is ts  a lso  c ite  e m o tio n s  as c u ltu ra l p h e n o m e n a  w h ic h  a re  

s p e c if ic  to  p a r t ic u la r  b e lie fs , s y m b o ls  a n d  la n g u a g e . T h e se , in tu rn , a re  l in k e d  to  s o c ia l  

a n d  c u ltu ra l  p ro c e sse s  (G o rd o n , 19 8 1 ; A v e r i l l ,  1 9 8 0 ; C o u lte r , 1979). A s  A rm o n -J o n e s  

(1 9 8 5 :1 )  c i te d  in  H a rre  (1 9 8 6 )  s ta te s :

e m o tio n s  a re  n o t  n a tu ra l,  p a s s iv e  s ta te s  b u t  a re  so c ia lly  d e te rm in e d  

p a t te rn s  o f  r itu a l a c tio n .

R o b e r ts  (1 9 8 8 ) o u tlin e s  a  ty p ic a l ly  s o c ia l  c o n s tru c tio n is t  f ra m e w o rk . H is  b a s ic  

te n e t is  th a t  e m o tio n s  c a n n o t b e  p h y s io lo g ic a l  s e n s a tio n s  b e c a u s e  e m o tio n s  a re
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3 E k m a n  i s  s t r o n g l y  i n f l u e n c e d  b y  D a r w i n ' s  w o r k  o n  t h e  t a x o n o m y  o f  b o d i l y  e x p r e s s i o n s  a s  e v i d e n c e  f o r  t h e  

u n i v e r s a l i t y  o f ‘ b a s i c ’ e m o t i o n s  ( S e e  D a r w i n ,  1 8 7 2 ) .



in te n tio n a l  s ta te s , s o m e th in g  th a t s e n s a tio n s  c a n n o t  b e . R o b e r ts ’ m a in  th e s is  is  th a t  

e m o tio n s  a re  a lw a y s  a b o u t s o m e th in g , a n d  th e  ‘f e e l in g ’ a sso c ia te d  w ith  a  s p e c if ic  

e m o tio n  sh o u ld  n o t b e  c o n fu se d  w ith  e m o tio n  itse lf .

L u tz  (1 9 8 2 ) d e sc r ib e s  e m o tio n s  as s ta te m e n ts  w h ic h  a re  a b o u t a n d  m o tiv a tio n s  

fo r  th e  e n a c tm e n t o f  c u ltu ra l v a lu e s . S im ila r ly , C o u lte r  (1 9 7 9 )  s ta tes  th a t th e  a b il i ty  to  

e x p e r ie n c e  e m o tio n s  su c h  as s h a m e , g u il t  o r  r e m o rs e  is  d e p e n d e n t u p o n  g a m in g  

c o m p e te n c y  o v e r  la n g u a g e  w h ic h  is  c o m p r is e d  o f  c u ltu ra l k n o w le d g e  an d  r e a s o n in g  

c o n v e n tio n s .

T h o its  (1 9 8 9 ) p o in ts  o u t th a t  s o c ia l c o n s tru c t io n is ts  v iew  e m o tio n s  as b e in g  

d e p e n d e n t  o n  c o n te x t, v o c a b u la r ie s  a n d  b e lie f s  w h ic h  v a ry  a c ro ss  tim e  a n d  sp ac e . W h ile  

K e m p e r  (1 9 8 7 ) lo c a te s  all s o c ia l  c o n s tru c t io n is ts  w ith in  th e  o n e  c am p , T h o i ts  

d is t in g u is h e s  b e tw e e n  s y m b o lic  in te ra c t io n is ts  a n d  s o c ia l  c o n s tru c tio n is ts . T h e  

d if fe re n c e  b e tw e e n  th e  tw o  c an  b e  fo u n d  in  h o w  th e y  p e rc e iv e  b asic  e m o tio n s .

‘S tr o n g ’ so c ia l c o n s tru c tio n is ts  d e n y  th e  e x is te n c e  o f  b asic  e m o tio n s . T h e y  

a rg u e  th a t  a ll e m o tio n s  a re  s o c io -c u ltu ra l ly  c o n s tru c te d  e n tit ie s  an d  d ism is s  th e  c la im  

th a t  th e re  is a  l in k  b e tw e e n  p h y s io lo g ic a l ,  e x p re s s iv e  a n d  c o n te x tu a l c o m p o n e n ts . S tro n g  

c o n s tru c tio n is ts  a lso  a s se r t th a t  it  is p o s s ib le  to  e x p e r ie n c e  an  e m o tio n  a n d  n o t  

e x p e r ie n c e  an  in c re a se  in  p h y s io lo g ic a l  a ro u s a l.  ‘B a s ic ’ e m o tio n s  a re  th e re fo re  in f in i te ,  

a n d  c a n  b e  fo rm u la te d  as a  so c ie ty  se e s  f it (A v e r il l ,  1 9 8 2 ).

S o c ia l c o n s tru c tio n is ts  a lso  d is p u te  th e  c la im  b y  S c h e f f  (1 9 7 9 ) th a t e m o tio n s  

n e e d  to  b e  e x p re sse d  in  o rd e r  fo r  e m o tio n a l  e q u i l ib r iu m  to  o ccu r. S c h e f f  ta k e s  F r e u d ’s 

e a r ly  c o n c e p tu a lis a tio n  o f  c a th a rs is  a n d  d e v e lo p s  th e  c o n c e p t  fu rth er . H e  c ite s  F r e u d ’s 

n o tio n  o f  c a th a rs is  as c r itic a l in  re c o v e ry  fro m  m e n ta l  i l ln e s s .4
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4 S e e  T h o i t s  ( 1 9 8 4 )  f o r  a  c r i t i q u e  o f  S c h e f f  s  w o r k  o n  e m o t i o n s  a n d  m e n t a l  i l l n e s s .
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T h e  so c ia l c o n s tru c tio n is t  v ie w  is  in fo rm e d  b y  th e o r ie s  c o n c e rn in g  th e  s o c ia l  a n d

c u l tu r a l  c o n s ti tu tio n  o f  in d iv id u a l  e x p e r ie n c e  (M e a d , 1 934). E m o tio n s  a re  c o n s t i tu te d  b y

s y s te m s  o f  c u ltu ra l b e lie fs  a n d  v a lu e s ,  in c lu d in g  m o ra l v a lu e s , a n d  a re  s p e c if ic a l ly

c h a ra c te r is e d  b y  b e lie fs , ju d g e m e n ts  a n d  d e s ire s . E m o tio n s  a re  le a rn t th ro u g h

im m e rs io n  in  th e  b e lie fs , v a lu e s  a n d  n o rm s  o f  a  p a r t ic u la r  c u ltu re . E m o tio n s  a re  n o t

n a tu ra l  re s p o n se s , b u t a re  c u l tu ra l ly  d e te r m in e d  p a tte rn s  o f  e x p e r ie n c e  an d  e x p re s s io n .

A s  A v e r i l l  (1 9 8 0 )  states:

E m o tio n s  a re  a  s o c ia l ly  p re s c r ib e d  s e t o f  re s p o n se s  to  b e  fo llo w e d  b y  a  

p e r s o n  in  a g iv e n  s i tu a tio n . T h e  re s p o n s e  is a  fu n c tio n  o f  s h a re d  

e x p e c ta tio n s  re g a rd in g  a p p ro p r ia te  b e h a v io u r .

E m o tio n s  are  re g a rd e d  as s e rv in g  p a r t ic u la r  fu n c tio n s  in  th a t c u l tu ra l ly  

a p p ro p r ia te  e m o tio n s  ac t as r e s t r a in t  o n  e x c e s s iv e  fo rm s  o f  b e h a v io u r . T h e s e , in  tu rn , 

s u s ta in , p ro m o te  and  re p ro d u c e  s p e c if ic  c u ltu ra l  v a lu e s /

A rm o n -Jo n e s  (1 9 8 6 ) o u tl in e s  th re e  c e n tra l  te n e ts  o f  th e  ‘s t ro n g ’ v e rs io n  o f  s o c ia l  

c o n s tru c tio n is m . F irs t, as e m o tio n  is  to ta l ly  a  p ro d u c t  o f  so c ia l a n d  c u ltu ra l p ro c e s s e s ,  it 

th e re fo re  c a n n o t b e  d e sc r ib e d  o r  c o n s id e re d  as a  n a tu ra l en tity . A n y  s im ila r i ty  b e tw e e n  

n a tu ra l  re s p o n se s  and  ‘e m o t io n s ’ is c o n s id e re d  c o in c id e n ta l.

S e c o n d , s im ila r itie s  b e tw e e n  h u m a n  a n d  n o n -h u m a n  b e h a v io u r  a re  in s u f f ic ie n t  

ju s t i f ic a t io n  fo r  a  n o n -c o n s tru c tio n is t  a p p ro a c h  b e c a u s e  c o g n itio n s  a re  an  in te g ra l  p a r t  o f  

h u m a n  e m o tio n s . T h e re  c a n  b e  n o  s im i la r i ty  b e tw e e n  h u m a n s  a n d  n o n -h u m a n s  b e c a u s e  

th e  la t te r  a re  a lle g ed ly  in c a p a b le  o f  c o g n i t iv e  a c tio n s  su c h  as b e l ie f  an d  ju d g e m e n t .

‘S T R O N G ’ C O N S T R U C T IO N IS T  A P P R O A C H  T O  E M O T IO N

5 H a r r e  ( 1 9 8 6 )  u s e s  t h e  J a p a n e s e  e m o t i o n  ' a n a m e ’ a s  a n  e x a m p l e  h e r e .  A n a m e  is  a  c o m b i n a t i o n  o f  c h i l d l i k e  a n d  

c o q u e t t i s h  b e h a v i o u r s  t h a t  a r e  d e s i g n e d  t o  a t t r a c t  f e e l i n g s  o f  e m p a t h y  w h i c h  h a s  n o  w e s t e r n  e q u i v a l e n t .  S e e  

M o r s b a c h  a n d  T y l e r  ( 1 9 S 6 ) .



T h ird , a c to rs  c a n n o t be  s a id  to  e x p e r ie n c e  an  e m o tio n  u n le ss  th e y  k n o w  w h a t  th e  

c o n c e p t  is , a n d  c a n  th en  a p p ly  th e  c o n c e p t  to  th e ir  o w n  e x p e r ie n c e s  w ith in  a p p ro p r ia te  

c o n te x ts .

‘W E A K ’ C O N S T R U C T IO N IS T  A P P R O A C H  T O  E M O T IO N

T h e  w e a k e r  v e rs io n  o f  th e  c o n s tru c t io n is t  th e s is  is  c o n s ti tu te d  b y  th e  r e c o g n i t io n  

o f  th e  p o s s ib le  e x is ten c e  o f  ‘d is c r e te ’ o r  ‘b a s ic ’ e m o tio n s . “ W e a k ” c o n s tru c tio n is ts  

a c k n o w le d g e  th a t c e rta in  r e s p o n s e s  m a y  b e  u n iv e rs a l ly  s im ila r , a n d  th a t a ll o th e r  

e m o tio n s  a re  to ta lly  so c ia lly  c o n s ti tu te d . T h e y  o f te n  u s e  th e  e m o tio n  o f  fe a r  a s  a  c a s e  in  

p o in t . F e a r , th e y  arg ue, is a  u n iv e rs a l  p h e n o m e n o n , e x p re s s e d  in  s im ila r  w a y s  b y  b o th  

h u m a n s  a n d  n o n -h u m a n s . H o w e v e r , w e a k  c o n s tru c tio n is ts  s till d if f e r  m a rk e d ly  f ro m  

p o s i t iv is ts ,  in  th a t  th ey  b e lie v e  th a t  p h y s io lo g ic a l  c o m p o n e n ts  o f  e m o tio n  a re  s e c o n d a ry  

to  th a t  o f  s o c ia l a n d  c u ltu ra l c o m p o n e n ts .

A n  e x a m p le  o f  th e  w e a k  c o n s tru c t io n is t  v ie w p o in t  c an  b e  fo u n d  in  J a g g a r  

(1 9 8 9 ) . W h ile  J a g g a r  a rg u e s  th a t  th e  l in k  b e tw e e n  fe e lin g  a n d  e m o tio n  is “ q u ite  

u n te n a b le ” , sh e  a lso  m a k e s  a  d is t in c tio n  b e tw e e n  ‘m a tu r e ’ e m o tio n s  a n d  p re s o c ia l  

e m o tio n s . H o w e v e r , J a g g a r  a lso  a d h e re s  to  m a n y  a s p e c ts  o f  th e  ‘s t r o n g ’ a p p ro a c h , in  

th a t  sh e  d e sc r ib e s  e m o tio n s  as d is p o s i t io n a l  r a th e r  th a n  e p iso d ic . S h e  a lso  e x p la in s  th a t 

th e re  is  s ig n if ic a n t  cro ss  c u ltu ra l  d if f e r e n t ia t io n  in  te rm s  o f  la b e llin g  a n d  e x p re s s io n  o f  

e m o tio n , e sp e c ia lly  in re la t io n  to  g r ie f  a n d  a n g e r . S u p p o s e d ly  u n iv e rs a l e m o tio n s  su c h  

a s  lo v e  a n d  a n g e r  do v a ry  c o n s id e ra b ly  a c ro s s  c u ltu re s , an d  m a n y  d e v e lo p  w ith in  

c u l tu ra l ly  a n d  h is to r ic a lly  s p e c if ic  c o n te x ts  o n ly  to  d is a p p e a r  w h e n  c u ltu ra l  a n d  

h is to r ic a l  c o n d itio n s  c h a n g e  (E lia s , 1 9 7 8 ). J a g g a r  a lso  u ses  g e n d e re d  e m o tio n a l  

s te re o ty p e s  as an  e x am p le  o f  h o w  e m o tio n s  a re  c u ltu ra l ly  c o n s tru c te d . W h ile  th e
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e m o tio n a l i ty  o f  w o m e n  is  e x p e c te d  to  b e  q u ite  d if f e r e n t  to th a t o f  m e n  in  w e s te rn  

c u ltu re s , s ig n if ic a n t c h a n g e s  in  g e n d e re d  c u ltu ra l  n o rm s  h a v e  o c c u rre d  d u r in g  th e  

tw e n t ie th  c e n tu ry  (S te a m s , 1989 ).

In  c o n tra s t  to  a c u ltu ra l th e o r ie s  o f  e m o tio n , J a g g a r  p re s e n ts  a n  e x p lic itly  p o li t ic a l  

th e o ry  o f  e m o tio n s . J a g g a r  d ra w s  u p o n  th e  G ra m s c ia n  c o n c e p t o f  h e g e m o n y  to  i l lu s tra te  

th a t  e m o tio n s  a re  n o  d iffe re n t to  o th e r  c u ltu ra l  in te re s ts . ‘E m o tio n a l c o n s t i tu t io n ’ is 

f o rm e d  to  se rv e  v e s te d  in te re s ts , a n d  th o s e  in te re s ts ,  a c c o rd in g  to Ja g g a r , a re  m o s t lik e ly  

th o s e  o f  m a le , m id d le  c la ss  a n d  a n g lo -c e l t ic  m e m b e rs  o f  so c ie ty . E m o tio n a l re s p o n se s  

b y  th e  d o m in a n t  g ro u p  b e c o m e  e m b e d d e d  to  s u c h  a  d e g re e  th a t m o s t a c to rs  ta k e  th e m  as 

b e in g  ‘n a tu r a l ’, a n d  a re  th e re fo re  d if f ic u l t  to  c h a n g e  (J a g g a r , 1 9 8 9 :1 6 6 ). E m o tio n a l s u b 

c u l tu re s  d e v e lo p  w h e n  p e o p le  w h o  a re  e x c lu d e d  f ro m  c o n v e n tio n a l e m o tio n a l c u ltu re  

e x p e r ie n c e  a  s u b o rd in a te d  p o s i t io n  w ith in  s o c ie ty  as a  w h o le . T h e s e  s u b -c u ltu re s  

p ra c t is e  ‘o u t la w ’ e m o tio n s , w h ic h  m a y  b e  c o n s id e re d  ‘p o li t ic a l ly  a n d  e p is te m o lo g ic a lly  

s u b v e r s iv e ’ (Ja g g a r, 1 9 8 9 :1 6 6 ).

G e rh a rd ’s (1 9 8 9 ) s c h e m a  s e p a ra te s  c le a r ly  p h y s io lo g ic a l and  p s y c h o lo g ic a l 

a p p ro a c h e s  to  em o tio n . F irs t, h e  s ta te s  th a t e m o tio n  is  s h a p e d  in d ir e c tly  th ro u g h  c u ltu ra l 

in te rp re ta t io n s  w h ic h  g u id e  u n d e rs ta n d in g  o f  s o c ia l  s tru c tu re s . S e c o n d , c u ltu re  h as  a  

d ire c t  im p a c t  u p o n  e m o tio n  th ro u g h  c u ltu ra l  n o rm s  (H o c h sc h ild , 1983). T h ird , c u ltu ra l ly  

d e f in e d  id e n tity  ty p e s  a lso  in c lu d e  a s s u m p tio n s  a b o u t o n e ’s o w n  e m o tio n a l id e n tity . 

T h e s e  ty p e s  v a ry  a c c o rd in g  to g e n d e r , c la s s , m il ie u  a n d  so c ie ty  (G o rd o n  1984  c ite d  in  

G e rh a rd s , 1989).

G e rh a rd  (1 9 8 9 :7 3 9 )  s ta te s  th a t th e re  is  a  n e e d  to  c o n c e p tu a lis e  a  ‘c u ltu re  o f  

e m o t io n s ’, w h ic h  c a n  be b e s t d e s c r ib e d  as :
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... ( th e )  in te rp re ta tio n  o f  e m o tio n s  c o m m o n ly  s h a re d  b y  p e o p le  in  a  so c ie ty  

o r  p a r t  o f  a  so c ie ty ; o n ly  th ro u g h  th e  c u l tu re  o f  e m o tio n s , th e  in te rp la y  

w ith  o th e r  fac to rs , a re  e m o tio n s  c o n s ti tu te d .

T h is  a p p ro a c h  is s im ila r  to  G o rd o n  (1 9 9 0 ) , w h o  a lso  p r iv i le g e s  ‘c u ltu ra l’ m o d e ls  

o f  e m o tio n a l  c o n s titu tio n .

In  s u m m a ry , th e  p o s i t iv is t  o r  s o c ia l s tru c tu ra l  a p p ro a c h  to  e m o tio n s  p ro m o te s  th e  

id e a  th a t  in d iv id u a ls  e x p e r ie n c e  e m o tio n  as a  r e s u l t  o f  th e ir  in v o lv e m e n t in  p o w e r  an d  

s ta tu s  r e la t io n s h ip s  w ith  o th e rs . T h o se  w h o  h a v e  d e v e lo p e d  th is  a p p ro a c h  to  e m o tio n s  

a re  c o n c e rn e d  w ith  th e  a b ili ty  to  p re d ic t e m o tio n s  f ro m  s o c ia l  re la tio n s .

A  p o s i t iv is t  a p p ro a c h  to  e m o tio n s  a lso  a c k n o w le d g e s  u n iv e rs a l i ty  o f  e m o tio n a l 

e x p re s s io n  w h ic h  a re  b a se d  u p o n  th e  l in k  b e tw e e n  th e  p y s io lo g ic a l  sp e c if ic ity  o f  c e r ta in  

k in d s  o f  e m o tio n s  a n d  s o c ia l  re la tio n s . In  o th e r  w o rd s ,  e m o tio n s  “ re s u lt  fro m  a  d ire c t 

e n a c tm e n t  o f  o n e ’s so c ia l p o s i t io n  ” (K e m p e r , 1 9 9 1 :3 2 3 ).

C o n v e rse ly , so c ia l c o n s tru c tio n is t  o r  c u l tu r a l is t  a p p ro a c h e s  p ro m o te  th e  id e a  th a t 

c u ltu re  c o n s tru c ts  e m o tio n s  th ro u g h  th e  p r o v is io n  o f  a  fe e lin g  c o n v e n tio n  o r  ru le , a  

g u id e  fo r  w h a t  is  c o n s id e re d  e m o tio n a lly  le g i t im a te  in  g iv e n  s o c ia l c o n te x t. T h e  m a in  

d if f e r e n c e  b e tw e e n  a  s tro n g  a n d  w e a k  s o c ia l  c o n s tru c tio n is t  a p p ro a c h  is th e  

a c k n o w le d g e m e n t  o f  th e e x is te n c e  o f  b a s ic  e m o tio n s .

H o w  e m o tio n  is d e f in e d  is e x tre m e ly  im p o r ta n t  fo r  h o w  e m o tio n a l la b o u r  i t s e l f  

is  c o n c e p tu a lis e d . In  p a r t  tw o , th e  d a ta  p re s e n te d  w il l  i l lu s tra te  h o w  th e  d e f in it io n  o f  

e m o tio n  p ro v id e s  th e  b a s is  fo r  h o w  o rg a n is a t io n a l  e m o tio n a l i ty  e m e rg e s . In  th e  c a se  o f  

th e  Q A S , e m o tio n  is im p ic itly  a s s u m e d  to  b e  a n  in n a te , b io lo g ic a l ly  d riv e n , ‘n a tu ra l ’ 

p h e n o m e n o n . T h is  d is re g a rd  fo r  th e  c u ltu ra l e le m e n ts  o f  e m o tio n a li ty  h a s  c o n se q u e n c e s  

fo r  h o w  th e  Q A S  a p p ro a c h e s  e m p lo y e e s ’ e x p e r ie n c e  o f  e m o tio n a l s tre s s  a n d  d is so n a n c e .
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E M O T IO N A L  L A B O U R  I: H O C H S C H I L D ’S C O N C E P T U A L IS A T IO N

H o c h s c h ild  (1 9 7 9 ) in i t ia l ly  to o k  a  tw o -p ro n g e d  a p p ro a c h  to  th e  so c ia l o rd e r in g  

o f  e m o tio n a l  e x p e rie n c e . T h e  f ir s t  a p p ro a c h  in v o lv e d  a n  in v e s t ig a tio n  o f  w h a t s o c ia l 

fa c to rs  in d u c e  o r  s tim u la te  p r im a ry  e m o tio n s . T h e  s e c o n d  a p p ro a c h  lo o k e d  a t h o w  

s o c ia l  fa c to rs  d e te rm in e  e m o tio n a l  a s s e s s m e n t a n d  m a n a g e m e n t. T h is  s e c o n d  a p p ro a c h  

fo c u s e s  o n  h o w  s e c o n d a ry  ac ts  a f fe c t p r im a ry  e m o tio n a l  e x p e r ie n c e . U s in g  th is  e m o tio n  

m a n a g e m e n t  a p p ro a c h , H o c h s c h ild  w a s  m a in ly  in te re s te d  in  th re e  th in g s  - th e  

re s p o n s iv e n e s s  o f  e m o tio n  to  d e l ib e ra te  m a n a g e m e n t  te c h n iq u e s ; th e  e s ta b lis h m e n t o f  

fe e l in g  ru le s  as c u ltu ra l p ra c tic e s ;  a n d  fe e lin g  ru le s  as b e n c h m a rk s  fo r  s o c ia l e x c h a n g e .

H o c h s c h i ld ’s se c o n d  m a jo r  w o rk , “ T h e  M a n a g e d  H e a r t” , e x te n d e d  th is  

p e r s p e c t iv e  th ro u g h  e m p ir ic a l in v e s t ig a t io n s  o f  th re e  s ite s  - c o lle g e  s tu d e n ts , f lig h t 

a t te n d a n ts  a n d  b ill  c o lle c to rs . In  th is  w o rk , H o c h s c h ild  p re s e n te d  a  c a se  fo r  th e  

d im in is h in g  p r iv a te  s e lf  th ro u g h  th e  c o m m e rc ia l is a t io n  o f  fee lin g . T h is  d ic h o to m y  

b e tw e e n  p r iv a te  e m o tio n  s y s te m s  a n d  p u b lic  e m o tio n  s y s te m s  is c e n tra l n o t o n ly  to  h e r  

th e o re t ic a l  p o s itio n , b u t a lso  to  h e r  c o n c e p tu a l is a t io n  o f  e m o tio n a l la b o u r. I t is  th is  

d ic h o to m y  th a t a lso  d e te rm in e s  h o w  sh e  d e f in e s  e m o tio n , a n d  th e  p o te n tia l  d a m a g e  a n d  

im p o v e r is h m e n t o f  th e “tru e  s e l f ’ c a u s e d  b y  p e r fo rm in g  e m o tio n a l la b o u r.

T h e re  a re  th re e  a sp e c ts  o f  H o c h s c h i ld ’s w o rk  th a t  w a rra n t in q u iry : th e  d e f in it io n  

o f  e m o tio n ; th e  c o n c e p tu a lis a tio n  o f  e m o tio n a l  la b o u r  itse lf; a n d  th e  n o tio n  o f  th e  

t ru e /fa ls e  se lf . A n  in v e s tig a tio n  o f  th e se  th re e  a sp e c ts  o f  H o c h s c h i ld ’s w o rk  a re  c ru c ia l 

in  u n d e rs ta n d in g  h e r a s se r tio n  th a t  e m o tio n a l  la b o u r  i t s e l f  is p e rn ic io u s  a n d  d a m a g in g  to  

th e  s e lf . I t is  a rg u e d  h e re  th a t th is  m a y  b e  a n  o v e rd e te rm in e d  e v a lu a tio n  o f  th e  e m p ir ic a l 

e v id e n c e  sh e  p re se n ts  to ju s t i f y  h e r  th e s is . T h is  is a n  im p o r ta n t e x e rc is e , fo r  i f  th e



e f fe c ts  o f  e m o tio n a l  la b o u r  a re  as  d ire  as H o c h s c h i ld  su g g e s ts , th e n  it  w ill b e  c le a r ly  

o b v io u s  w ith in  th e  case  s tu d y  p re s e n te d  la te r . I f  th is  is  n o t  th e  c a se , th e n  a lte rn a t iv e  

w a y s  o f  th e o r is in g  n e e d  to b e  so u g h t to e x p la in  w h y  e m o tio n a l  la b o u r  d o es  n o t  p ro d u c e  

a l ie n a t io n  in  e v e ry  c irc u m s ta n c e .

H O C H S C H I L D ’S D E F IN IT IO N  O F  E M O T IO N

H o c h s c h i ld  d iv id e s  e m o tio n  th e o ry  in to  th e  o rg a n is m ic  a n d  in te ra c tio n a l s c h o o ls . 

O rg a n is m ic  th e o r is ts  su ch  as F re u d  (1 9 1 1 , 1 9 1 5 a , 1 9 1 5 b ), L o fg re n  (1 9 6 8 ) , D a rw in  

(1 8 7 2 , 1 9 5 5 ) a n d  Ja m e s  a n d  L a n g e  (1 9 2 2 ) d e f in e d  e m o tio n  in  re la t io n  to  a  b io lo g ic a l  

in s t in c t  o r  im p u ls e ,  an d  b io lo g ic a l  fa c to rs  a c c o u n te d  fo r  th e  q u e s tio n s  th a t  th e se  

th e o r is ts  p o s e d . O rg a n is m ic  th e o r is ts  s a w  e m o tio n  as a  f ix e d  b io lo g ic a lly  g iv e n  e n tity , 

w h ic h  is  n o t  b a s ic a l ly  a ffe c te d  b y  s o c ia l in te ra c t io n . T h e s e  th e o r is ts  w e re  p r im a r i ly  

in te r e s te d  in  tra c in g  th e  o r ig in a l so u rc e  o f  e m o tio n s  a n d , fo r  th e  lik e s  o f  F re u d  a n d  

J a m e s , th e s e  o r ig in s  w e re  e n e rg ic  an d  so m a tic . D a rw in , in  p a r tic u la r , w a s  in te re s te d  in  

th e  s im ila r i t ie s  b e tw e e n  d if fe re n t  g ro u p s  o f  h u m a n s , a n d  b e tw e e n  h u m a n s  a n d  n o n -  

h u m a n s .

F o r  H o c h s c h ild ,  th e  im a g e  o f  e m o tio n  th a t  th e  o rg a n is m ic  th e o ris ts  c o n ju re  is 

th a t  o f  a  s u d d e n , a u to m a tic  re f le x  s y n d ro m e , s im ila r  to  D a rw in ’s in s ta n t sn a r l 

e x p re s s io n , o r  J a m e s  an d  L a n g e ’s n o tio n  o f  in s ta n ta n e o u s ,  u n m e d ia te d , v is c e ra l re a c tio n  

to  a  p e rc e iv e d  s tim u lu s , w h ic h  o c cu rs  u n fe t te re d  a n d  u n a f fe c te d  b y  so c ia l in f lu e n c e s . 

H o c h s c h i ld  p la c e s  C o l l in s ’ a t te m p t to l in k  a n  o rg a n is m ic  a c c o u n t o f  e m o tio n s  to  s o c ia l  

s tru c tu re  w ith in  th a t  a p p ro a c h . C o llin s  u se d  th e  D u rk h e im ia n  n o tio n  th a t e m o tio n s  a re  

v ie w e d  as c a p a c it ie s  w ith in  th e  in d iv id u a l, th a t  a re  a u to m a tic a l ly  ‘tr ig g e re d ’ b y  a  s o c ia l
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g ro u p  w h o  h a s  p o w e r  o v e r  th e  r i tu a l  a p p a ra tu s  th a t  ‘t r ig g e r s ’ th e  v is c e ra l r e s p o n s e  

( C o ll in s ,  1 9 7 5 :5 9  c ite d  in  H o c h s c h ild , 197 9 ).

In te ra c tio n a l  th e o ris ts , o n  th e  o th e r  h a n d , v ie w  e m o tio n  as a  so c ia l p ro c e s s  

w h e re b y  th e  p ro c e s s e s  o f  m a n a g e m e n t a n d  e x p re s s io n  c a n  re f le x iv e ly  ‘a c t b a c k ’ o n  an  

e m o tio n . T h is , a c c o rd in g  to  H o c h s c h ild , c o m e s  to  c o n s t i tu te  w h a t it m e a n t b y  th e  te rm  

e m o tio n . In  h e r  la te r  w o rk , H o c h s c h i ld  d ra w s  h e a v ily  o n  th e  in te ra c t io n is ts  G e r th  a n d  

M il ls  (1 9 6 4 )  a n d  G o ff in a n  (1 9 5 6 , 1 9 5 9 , 1 9 6 1 , 1 9 6 7 , 1 9 7 4 ).

T h e  c r i t ic a l  w o rk  u s e d  as p r o o f  b y  a n y  o f  th e  in te ra c t io n is ts  is a  s e r ie s  o f  

e x p e r im e n ts  th a t  w e re  c o n d u c te d  b y  S c h ä c h te r  a n d  S in g e r  (1 9 6 2 ) . T h e y  fo u n d  th a t  th e  

s im i la r  e m o tio n a l  re sp o n se s  to  s tim u li  w e re  re c o rd e d , a n d  it w a s  im p o s s ib le  to  

d if f e r e n t ia te  b e tw e e n  e m o tio n s  b a s e d  o n  e v id e n c e  f ro m  v is c e ra l re s p o n se  a lo n e . F o r  

e x a m p le ,  s im ila r  re sp o n se s  fo r  a n g e r  as fo r  fe a r  o r  a n x ie ty  w e re  re p o rte d . T h is  in fe r r e d  

th a t  e m o tio n s  a re  ‘n a m e d ’ o r  id e n tif ie d  c u ltu ra lly . T h u s , th e  c e n tra l is su e s  o n  w h ic h  

th e s e  tw o  th e o re t ic a l  cam p s  d if fe re n tia te  a re  f ix ity  o f  e m o tio n , re f le x iv itv  o f  e m o tio n  

a n d  o r ig in  o f  e m o tio n .

In  H o c h s c h i ld ’s la te r  w o rk , “ T h e  M a n a g e d  H e a r t” , p u b lis h e d  in  1 9 8 3 , sh e  

a t te m p te d  to  d e v e lo p  a n e w  th e o ry  o f  e m o tio n  b y  c o m b in in g  th e  o rg a n is m ic  a n d  th e  

in te ra c t io n a l  p e rs p e c tiv e s . F o r  H o c h s c h ild  (1 9 8 3 :2 2 1 ) :

... e m o tio n  is  a  b io lo g ic a lly  g iv e n  s e n se , a n d  th e  m o s t  im p o r ta n t o n e . It is  a  

m e a n s  b y  w h ic h  a c to rs  k n o w  a b o u t th e ir  r e la t io n  to  th e  w o r ld , a n d  it  

th e re fo re  c ru c ia l fo r  th e  s u rv iv a l o f  h u m a n  b e in g s  in  g ro u p  life . E m o tio n  is  

a  u n iq u e  s e n se  b e c a u se  it  is re la te d  to  an  o r ie n ta t io n  to w a rd  a c tio n  as w e ll  

a s  c o g n it io n .. .e m o tio n  is  o u r  e x p e r ie n c e  o f  th e  b o d y  re a d y  fo r  im a g in a ry  

a c tio n . S in c e  th e  b o d y  re a d ie s  i t s e l f  fo r  a c t io n  in  a  p h y s io lo g ic a l  w a y , 

e m o tio n  in v o k  es b io lo g ic a l  p ro c e s s e s .

A t fa c e  v a lu e , it a p p e a rs  th a t H o c h s c h i ld  a p p ro a c h e s  e m o tio n  fro m  a p o s i t iv is t  

p e rs p e c tiv e . H o w e v e r , sh e  e x te n d s  h e r  d e f in it io n  to  in c lu d e  so c ia l p ro c e s s e s  in  an



a t te m p t  to  c o m b in e  th e  o rg a n is m ic  a n d  th e  in te ra c t io n a l .  H o c h s c h i ld ’s p re o c c u p a tio n  

w ith  e m o t io n ’s u n iq u e  re la t io n s h ip  o r ie n ta t io n  to w a rd  a c tio n  is a  D a rw in ia n  id e a , as 

D a rw in  la b e l le d  e m o tio n  as a  p ro to a c t io n  o r  a c tio n  m a n q u e ’, th a t w h ic h  o c c u rs  b e fo re  o r  

in s te a d  o f  an  a c tio n . E m o tio n , fo r  H o c h s c h ild , is th e re fo re  th e  e x p e r ie n c e  o f  th e  a c to r ’s 

b o d y  in  w a it in g  fo r  im a g in a ry  a c tio n . A s  th e  b o d y  is  p re p a r in g  i t s e l f  fo r  a c tio n  in  a  

p h y s io lo g ic a l  w ay , e m o tio n s  th e re fo re  in v o lv e  b io lo g ic a l  p ro c e s s e s  (H o c h sc h ild , 

1 9 8 3 :2 2 0 ) .

T h is  ‘a c tio n  m a n q u e ’ th e s is  is th e  l in k  b e tw e e n  th e  o rg a n is m ic  a n d  in te ra c t io n a l 

a c c o u n ts  o f  e m o tio n , a n d  fo r  H o c h s c h ild ,  it is th e  m o s t  c ru c ia l  lin k , o n e  th a t  is  th e  

fo u n d a t io n  o f  h e r  ‘a l ie n a tio n ’ th e s is . H o c h s c h i ld  s ta te d  th a t  w h e n  an  a c to r  m a n a g e s  an  

e m o tio n , th a t  p e rs o n  is ‘p a r t ly  m a n a g in g  a  b o d ily  p re p a ra t io n  fo r  a  c o n s c io u s ly  o r  

u n c o n s c io u s ly  a n tic ip a te d  d e ed . T h is  is  w h y  e m o tio n  is  w o rk , a n d  w h y  e s tra n g e m e n t 

f ro m  e m o tio n  is  e s tra n g e m e n t f ro m  s o m e th in g  o f  im p o r ta n c e  a n d  w e ig h t’ (H o c h sc h ild , 

1 9 8 3 :2 2 0 ) .

T h e re fo re , th e  p re p a ra t io n  fo r  a c tio n , o r  th e  p r e - a c t io n  s ta te  th a t  c h a ra c te r is e s  

e m o t io n  is  f ix e d , in  th a t it a lw a y s  o c c u rs  p r io r  to  e m o tio n a l  d isp la y . T h is  b io lo g ic a l  lin k  

to  a c t io n , a c c o rd in g  to H o c h s c h ild , is n o t  th e  o n ly  u n m a lle a b le  c o m p o n e n t. T h e  s o c ia l  is 

a lso  u n m a lle a b le .  T o  ju s t i fy  th is  c o n te n t io u s  p o in t ,  H o c h s c h i ld  ad d s  F r e u d ’s c o n c e p t  o f  

th e  s ig n a l  fu n c tio n  to D a rw in ’s ‘a c tio n  m a n q u e ’. T o  ta m p e r  w ith  th e  s ig n a l fu n c tio n  o f  

fe e l in g  is  to in te rfe re  w ith  th e  ‘u n m a l le a b le ’ c o m m u n ic a t io n  p ro c e s s e s  th a t a s s is t  in 

s o c ia l  in te ra c t io n  b e tw e e n  th e  s e l f  a n d  th e  so c ia l.

T o  fu lly  in te g ra te  F r e u d ’s n o tio n  o f  s ig n a l fu n c t io n  as a  v ita l c o m p o n e n t o f  

e m o tio n  as a  sen se , H o c h s c h ild  a lso  d ra w s  u p o n  th e  w o r k  o f  J u d ith  K a tz  (1 9 8 0 ) . A  

p e rc e p t io n , a c c o rd in g  to K a tz , is n o t a ll th e re  is to  an  e m o tio n  o r  fe e lin g , b u t  is th e
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p r in c ip le  o n  w h ic h  th e  n a m in g  o f  fe e l in g  a n d  e m o tio n  a re  b a se d . T h u s , ‘w h a t  fe e lin g s  

“ s ig n a l”  to  u s ...is  h o w  c u ltu re  in f lu e n c e s  w h a t  w e  fe e l a n d  h o w  w e  fe e l i t . ’ (H o c h s c h ild , 

1 9 8 3 :2 2 4 )

H o c h s c h ild  u ses  K a tz ’s f iv e  c a te g o r ie s  o f  p e rc e p tu a l fo c u s  to d e s c r ib e  h o w  

a c to r s  n a m e  fe e lin g : a tta c h m e n t;  p o s s e s s io n ;  a p p ro v a l/d is a p p ro v a l;  c a u sa l a g e n t  o f  an  

e v e n t  o r  o b je c t;  an d  re la tio n  o f  s e l f  to  c a u s a l  a g en t. H o c h s c h ild , th e re fo re , v ie w s  fe e lin g  

a s  a n  a c to r ’s w a y  o f  se e in g  s o m e th in g  - a n  a c to r ’s la b e l l in g  o f  p e rc e p tio n . A s  S c h ä c h te r  

a n d  S in g e r  c o n c lu d e d , fe e lin g s  a re  n o t  n a m e d  a f te r  p h y s io lo g ic a l  s ta te s , fo r  in  th is  w a y , 

fe a r  h a s  m u c h  in  c o m m o n  w ith  a n g e r . F e e lin g s  a re  d if f e re n tia te d  c u ltu ra l ly , w h ic h  

a c c o u n ts  fo r  th e  v a rie ty  o f  n a m e s  fo r  v a r io u s  e m o tio n s  in  m a n y  la n g u a g e s .

T h e  s e l f  as e m o tio n  m a n a g e r  is  a n  id e a  th a t  c o m b in e s  b o th  G o ffm a n  a n d  F re u d . 

H o c h s c h i ld ,  h o w e v e r , see s  n e i th e r  as  p r o v id in g  a  c o m p le te  a c c o u n t as to  h o w  th e  s e l f  is 

s i tu a te d  w ith in  an  e m o tio n  m a n a g e m e n t  p e rs p e c tiv e . G o f fm a n ’s a c to rs  a p p e a r  to  b e  

p a s s iv e ly  a c q u ie s c e n t to s o c ia l  c o n v e n tio n , a n d  H o c h s c h ild  s u g g e s ts  th a t th e  a p p ro a c h  

G o f fm a n  to o k  n e e d e d  to c o n s id e r  n o t o n ly  o u tw a rd  c o n fo rm ity , b u t  in w a rd  c o n fo rm ity  

as  w e ll .

H o c h s c h ild  a lso  s u g g e s te d  th a t  G o f fm a n  p ro p o s e d  a n  in te rm e d ia te  le v e l  o f  

c o n c e p tu a l  e la b o ra tio n , ‘b e tw e e n ’ s o c ia l  s tru c tu re  a n d  p e rs o n a lity . G o f fm a n ’s 

s i tu a t io n is m  d id  n o t a d d re ss  th e  l in k a g e  b e tw e e n  m a c ro  a n d  m ic ro , a n d  as an  a n a ly t ic  

to o l fo r  a  th e o ry  o f  th e  m a n a g e d  se lf , it  a p p e a rs  a  p o o r  su b s titu te  fo r  H o c h s c h ild  

(1 9 7 9 :5 5 7 ) .  In  ad d itio n , G o f f m a n ’s n o t io n  th a t  in te ra c tio n a l e p iso d e s  a re  ‘p la y e d ’ o u t 

th ro u g h  th e  ta x in g  o f  s o c ia l  a p p e a ra n c e  w h ic h , in  tu rn , sav e s  th e  a c to r  th e  

e m b a r r a s s m e n t  o f  d is re p u te  o r  d e v ia n c e , m o v e s  a w a y , a c c o rd in g  to  H o c h s c h ild , fro m
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s tru c tu re  a n d  p e rs o n a lity  - a n d  it is  th e s e  tw o  c o n c e p ts  th a t a re  c e n tra l to th e  e m o tio n  

m a n a g e m e n t  p e rsp e c tiv e .

W h ile  H o c h sc h ild  h a s  d e s c r ib e d  G o f f m a n ’s w o rk  as th e  ‘c ritic a l s e t  o f  

c o n c e p tu a l  c o n n e c tin g  tis su e s  b y  w h ic h  s tru c tu re  a n d  p e r s o n a l i ty  ... a re  m o re  p re c is e ly  

j o i n e d ’ (H o c h sc h ild , 1 9 7 9 :5 5 7 ), sh e  a lso  a rg u e s  th a t G o f f m a n ’s a c to rs  do  n o t s e e m  to  

m o n ito r ,  m a n a g e  o r  sh ap e  fe e lin g s:

W e  a re  le ft k n o w in g  a b o u t ‘s u p p re s s iv e  w o r k ’.. .b u t w e  k n o w  n o th in g  o f  

th e  p ro c e s s e s  o r  te c h n iq u e s  b y  w h ic h  it  is  a c h ie v e d ’ (H o c h sc h ild  

1 9 7 9 :5 5 7 ) . T h u s , th e  c o re  o f  H o c h s c h i ld ’s c r i t iq u e  o f  G o ffm a n  is  th a t  

G o f fm a n  fa ils  to d is t in g u is h  b e tw e e n  th e  m a n a g e m e n t o f  s u rfa c e  

im p re s s io n s , a n d  th e  d e e p e r , s u b -d e rm is  m a n a g e m e n t,  th u s  g iv in g  little  

c re d e n c e  to  th e  im p o r ta n c e  o f  d e e p  a c tin g . T h is  in d ic a te s  th a t th e  s o c ia l 

o n ly  a ffe c ts  th e  su rfa c e , th u s  ‘u n d e re s t im a t in g  th e  p o w e r  o f  th e  s o c ia l’ 

(H o c h s c h ild , 19 7 9 :5 5 7 ).

H o c h s c h i ld  a lso  u se d  th e  F r e u d ia n  c o n c e p t o f  s ig n a l fu n c tio n  in  d e v e lo p in g  h e r  

e m o tio n  m a n a g e m e n t p e rsp e c tiv e . H o w e v e r ,  th is  p e r s p e c t iv e  d iffe rs  fro m  th e  F r e u d ia n  

m o d e l  in  th a t  F re u d  ga v e  p r im a c y  o n ly  to  a n x ie ty  as a  d e r iv a t iv e  o f  a g g re ss iv e  o r  s e x u a l  

d r iv e s . T h e  e m o tio n  m a n a g e m e n t p e r s p e c t iv e  fo c u s e s  o n  th e  fu ll ra n g e  o f  e m o tio n s  a n d  

fe e l in g s , w ith  c o n sc io u s  an d  d e lib e ra te  e f fo r ts  to  s h a p e  fe e lin g . W ith in  th is  p e rs p e c tiv e , 

in a p p ro p r ia te  e m o tio n  also  h as  a  s o c ia l  as w e ll  as a n  in tr a p s y c h ic  s id e . In  o th e r  w o rd s , 

it  is  th e  c o n tin u a l  m a n a g e m e n t o f  fe e l in g  a n d  s u p p re s s io n  o f  ‘t r u e ’ fe e lin g s  in o rd e r  to  

c o n fo rm  to  s o c ia l  n o rm s th a t c a u s e s  th e  m o s t  p ro b le m s  in  te rm s  o f  fe e lin g  as s ig n a l  

fu n c tio n . T h is  is fu r th e r  e x p la in e d  in  h e r  w o rk  o n  f l ig h t a tte n d a n ts :

E v e ry  e m o tio n  d o es  s ig n a l th e  ‘m e ’ I p u t  in to  s e e in g  ‘y o u ’. I t s ig n a ls  th e  

o f te n  u n c o n sc io u s  p e rs p e c tiv e  w e  a p p ly  w h e n  w e  g o  a b o u t see in g . F e e lin g  

s ig n a ls  th a t in n e r p e rs p e c tiv e . T h u s , to  s u g g e s t  h e lp fu l  te c h n iq u e s  fo r  

c h a n g in g  fee lin g  in  th e  s e rv ic e  o f  a v o id in g  s tre s s  o n  th e  w o rk e r  a n d  

m a k in g  life  p le a sa n te r  is to  in te rv e n e  in  th e  s ig n a l  fu n c tio n  o f  f e e lin g .’ 

(H o c h s c h ild , 1 9 8 3:30)
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T h e  e m o tio n  m a n a g e m e n t p e r s p e c t iv e  is c o m p r is e d  o f  v a r io u s  k in d s  o f  e m o tio n  

w o rk  a n d  fe e lin g  ru le s . It is h e re  th a t  th e  l in k s  b e tw e e n  p e rs o n a li ty  a n d  s tru c tu re  th a t  

H o c h s c h i ld  is a tte m p tin g  to b r in g  to  th e  fo re  a re  e v id e n t. E m o tio n  w o rk  re fe rs  to  th e  a c t 

o f  t r y in g  to  c h a n g e  th e  d e g re e  o r  q u a l i ty  o f  e m o tio n  o r  fe e lin g , a n d  is e x c lu s iv e ly  

c o n c e rn e d  w ith  th e  e ffo rt a n d  n o t  th e  o u tc o m e . E m o tio n  w o rk , th a t is, th e  e v o c a t io n  o r  

s u p p re s s io n  o f  a  d e s ire d  o r  u n d e s ir e d  fe e lin g  in  o n e s e l f  o r  o th e rs , is lo c a te d  w i th in  th e  

m ic ro  in te ra c t io n s  o f  th e  so c ia l w o r ld , b u t  is  c o n n e c te d  to  th e  m a c ro  th ro u g h  c u l tu ra l ly  

d e f in e d  fe e lin g  ru le s .

F e e lin g  ru le s , o r  g u id e lin e s  th a t  d e l in e a te  z o n e s  w ith in  w h ic h  a n  a c to r  h as  

p e rm is s io n  to  b e  free  to feel a  p a r t ic u la r  fe e lin g  in  a  c u ltu ra l ly  d e f in e d  s i tu a t io n , a re  

a s c r ib e d  to  p a r t ic u la r  g ro u p  s o c ia l  a c tio n s . In  o th e r  w o rd s , th e se  g ro u p  a c tio n s  a re  

f ra m e d , in  th a t th e y  are  a sc r ib e d  d e f in it io n s  o r  m e a n in g s  in  re la tio n  to  e m o tio n a l  

e x p re s s io n  an d  fe e lin g . T h u s , fe e lin g  ru le s  a re  g u id e lin e s  fo r  h o w  c lo se ly  l in k e d  fe e l in g  

a n d  s i tu a t io n  sh o u ld  be.

H o c h s c h ild  d raw s u p o n  th e  p r in c ip le s  o f  e x c h a n g e  th e o ry  to e la b o ra te  o n  th e  

w o rk in g s  o f  fe e lin g  ru le s , in  th a t  th e y  ‘e s ta b l is h  th e  s e n s e  o f  e n tit le m e n t o r  o b l ig a t io n s  

th a t  g o v e rn  e m o tio n a l e x c h a n g e s ’ (H o c h s c h ild ,  1 9 8 3 :5 6 ). T o g e th e r , e m o tio n  w o rk , 

fe e l in g  ru le s , a n d  th e  ‘g if t e x c h a n g e ’ th a t  c o n s ti tu te s  e m o tio n a l  in te ra c tio n , a ll m a k e  u p  

th e  p r iv a te  e m o tio n  sy stem :

W e  b o w  to  each  o th e r  n o t  o n ly  f ro m  th e  w a is t  b u t  f ro m  th e  he art. F e e lin g  

ru le s  s e t o u t w h a t is o w e d  in  g e s tu re s  o f  e x c h a n g e  b e tw e e n  p e o p le  

(H o c h s c h ild , 19 83:64).

T h is  g if t e x ch a n g e , n e c e s s i ta te d  b y  th e  a d h e re n c e  to  fe e lin g  ru le s , is re s p o n s ib le  

fo r  m a in ta in in g  in e q u ita b le  p o w e r  re la t io n s  b e tw e e n  c h ild  a n d  p a re n t, h u s b a n d  a n d  w ife .



a n d  e m p lo y e r  a n d  e m p lo y e e . T h e  d e fe re n t ia l  e m o tio n a l  b e h a v io u r  c o m m o n  b e tw e e n  tw o  

p e o p le  o f  u n e q u a l  s ta tu s  o f te n  in v o lv e s  th e  p e r s o n  o f  lo w e r  s ta tu s  b e in g  re q u ire d  to  p u t 

m o re  e m o tio n  w o rk  in to  th e  e x c h a n g e .

T o  h a v e  a  h ig h e r  so c ie ta l  s ta tu s  m e a n s  th a t  o n e  h a s  m o re  o f  a  c la im  o n  re w a rd s , 

a n d  th is  in c lu d e s  e m o tio n a l re w a rd s . A c c o rd in g  to  H o c h s c h ild , a c to rs , p a r t ic u la r ly  

w o m e n , h a v e  m o re  free d o m  to  e n g a g e  in  p s y c h o lo g ic a l  b o w in g  w ith in  th e  p r iv a te  

s p h e re  w h e re  th e y  a re  free r to  n e g o tia te  th e  e x c h a n g e  ra te . T h is , h o w e v e r , is n o t  th e  c a se  

w i th in  th e  p u b l ic  sp h e re , w h e re  fe e lin g  ru le s , e m o tio n  w o rk  a n d  ro u tin is e d  e x c h a n g e s  

w ith  th e  c l ie n t  o r  c u s to m e r  a re  m o s t ly  d e te rm in e d  b y  th e  in s ti tu tio n . H o c h s c h ild  u ti l is e s  

h e r  s tu d y  o f  th e  e m o tio n a l la b o u r  o f  f l ig h t a t te n d a n ts  a n d  b ill  c o lle c to rs  to  i l lu s tra te  th e  

l in k s  b e tw e e n  e m o tio n , so c ia l s tru c tu re  a n d  c u ltu re  e v e n  fu r th e r .

In  M a rx ia n  te rm s , th e  e x c h a n g e  b e tw e e n  w h a t a n  e m p lo y e e  a g re e s  to  d o  fo r  an  

e m p lo y e r  a n d  w h a t th e  e m p lo y e r  e x p e c ts  f ro m  th e  e m p lo y e e  is e v e n e d  u p  b y  th e  

e x c h a n g e  o f  a  w a g e , s ta tu s , a n d  s o m e tim e s  in tr in s ic  sa tis fa c tio n . H o w e v e r , as 

H o c h s c h i ld  p o in ts  o u t, th e la b o u r  p o w e r  e x tra c te d  f ro m  th e  w o rk e r  w h o  e n g a g e s  in  

p h y s ic a l  la b o u r  is  c le a rly  v is ib le . In  th e  tw e n t ie th  c e n tu ry , w ith  an  in c re a se  in  s e rv ic e  

in d u s tr ie s  a n d  th e re fo re  a  n e e d  fo r  w o rk e rs  to  c o m m u n ic a te  w ith  e a c h  o th e r  in s te a d  o f  

m a c h in e s ,  s u c h  la b o u r  p o w e r  is n o t  so  v is ib le . T h is  in v is ib il i ty  m a k e s  it d if f ic u l t  fo r  

e m p lo y e e s  to  n e g o t ia te  w h a t th e  tru e  p r ic e  o f  th e  e x c h a n g e  is , fo r  s e rv ic e  ‘p ro d u c ts ’ a re  

m o s t ly  in ta n g ib le  a n d  c o n su m e d  a t th e  s a m e  t im e  as p ro d u c t io n  (C z e p ie l e t a l, 197 5).

I t  is  a lso  d iff ic u lt to  d e te rm in e  o r  ju s t i f y  w h a t  c a u s e s  s tre ss  o r  d is c o m fo r t  to  th e  

e m p lo y e e  w h o  e n g a g e s  in e m o tio n a l  la b o u r. T h e  e f fe c ts , h a rm fu l o r  o th e rw is e , a re  n o t 

as v is ib le  as sa y , th e  m a c h in e  o r  n e e d le -s t ic k  in ju ry .
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H o c h s c h i ld  p o s its  th e n , i f  w o rk e rs  a re  r e q u ir e d  to  m a in ta in  a  d is ta n c e  b e tw e e n  

t r u e ’ fe e l in g  a n d  ‘fe ig n e d ’ fe e lin g  o v e r  a  p e r io d  o f  t im e , in  o th e r  w o rd s  to  d e v e lo p  

e m o t iv e  d is s o n a n c e , th e y  b e c o m e  e s tra n g e d  fro m  th e i r  ‘t r u e ’ se lv e s . T h u s , c o rp o ra te  u se  

o f  f e e l in g  e s tra n g e  th e  w o rk e rs  f ro m  th e ir  ‘tru e  f e e l in g s ’, le a d in g  to  a  d is ru p t io n  o r  

d e a d e n in g  o f  its  s ig n a l fu n c tio n  a n d  e v e n tu a lly  th e  s ig n a l  fu n c tio n  o f  d isp la y .

T h e re fo re , H o c h sc h ild  ta k e s  th e  v ie w  th a t th e re  n e e d s  to b e  a  c lo se  c o n n e c t io n  

b e tw e e n  b e h a v io u ra l  d is p la y  a n d  e m o tio n a l  e x p e r ie n c e . T o  in te r fe re  w ith  th is  

c o n n e c t io n  th ro u g h  e m o tio n  w o rk  a n d  a r t if ic ia l ly  c re a te d  fe e lin g  ru le s  is to  in d u c e  a  c o s t 

w h ic h  is m o s t ly  in v is ib le  a n d  p e rn ic io u s  in  n a tu re . In  o th e r  w o rd s , to  in te r fe re  w i th  th e  

“ u n m a l le a b le ” a c tio n  m a n q u e  is  to  r is k  in d u c in g  th e  e ra d ic a t io n  o f  fe e lin g  as a  s e n se .

T h e re fo re , H o c h sc h ild , a lth o u g h  e s ta b l is h in g  h e r  th e o ry  o f  e m o tio n  as a  

c o m b in a t io n  o f  b o th  th e  b io lo g ic a l  a n d  th e  s o c ia l ,  s e e m s  to  in d ic a te  th a t  c e r ta in  

s tru c tu ra l  a n d  c u ltu ra l re q u ire m e n ts  w ith  re g a rd s  to  e m o tio n a l  e x c h a n g e , a re  r e s p o n s ib le  

fo r  s ig n if ic a n t  d a m a g e  to  b io lo g ic a l  p ro c e s s e s  - try in g  to  tu rn  th e  u n m a lle a b le  in to  th e  

m a lle a b le .

I f  th is  is th e  case , a n d  i f  H o c h s c h i ld ’s th e o ry  is  c o rre c t ,  th e n  it sh o u ld  n o t  b e  to o  

d if f ic u l t  to  f in d  e v id e n c e  to  s u p p o r t  it. F irs t, h o w e v e r , a n  in v e s t ig a tio n  o f  H o c h s c h i ld ’s 

o w n  e v id e n c e  is w a rra n te d . A s  m e n tio n e d , h e r  e m p ir ic a l  e v id e n c e  w a s  d ra w n  f ro m  a 

g ro u p  o f  u n iv e r s i ty  sm d e n ts , f l ig h t a t te n d a n ts  a n d  o th e r  s ta f f  fro m  an  A m e n c a n  a ir lin e , 

a n d  b i l l  c o lle c to r s . T h e  d a ta  f ro m  th e  f irs t g ro u p  w a s  u s e d  to  c ry s ta ll is e  H o c h s c h i ld ’s 

f i r s t  d e v e lo p m e n t  o f  h e r  th e o ry . T h e s e  d a ta  a s s is te d  H o c h s c h i ld  in  d e f in in g  e x a c tly  w h a t  

e m o tio n  w o rk  a n d  fe e lin g  ru le s  are .

H o c h s c h ild  sp e n t c o n s id e ra b le  t im e  in v e s t ig a t in g  h o w  th e  a ir lin e  c o m p a n y  

tra in e d  its  f l ig h t  a tte n d a n ts  to  m a n a g e  a n g e r . D e s c r ip t io n s  o f  tra in e e  sch o o l a re  s im ila r
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to  m i l i ta r y  a c a d e m ie s , w h e re  th e  t r a in e e s ’ o w n  e m o tio n a l  o r ie n ta t io n  is  re p la c e d  b y  an  

in s t i tu t io n a l  o n e . T ra in e d  f l ig h t a t te n d a n ts  a re  r e q u ire d  to  a tte n d  ‘r e c u r r e n t’ e m o tio n a l 

l a b o u r  tra in in g , w h e re  th e y  re f re s h  th e ir  e m o tio n  m a n a g e m e n t te c h n iq u e s .

H o c h s c h ild  d is c o v e re d  th a t  th e  a ir l in e  c o m p a n y  e n g a g e d  in  a  c o n s id e ra b le  

a m o u n t  o f  s u rv e illa n c e  o f  e m p lo y e e s  in  o rd e r  to  m in im is e  t r a n s m u ta tio n  o r  e m o tio n a l 

p o l lu t io n  c o n tro l. A c h ie v in g  th e  tr a n s m u ta t io n  in v o lv e s  fu ll u se  o f  th e  th re e  c o m p o n e n ts  

o f  th e  e m o tio n  m a n a g e m e n t p e rs p e c tiv e :  e m o tio n  w o rk , w h ic h  is n o w  n o  lo n g e r  a  

p r iv a te  b u t  a  p u b lic  c o n c e rn ; fe e l in g  ru le s , th a t  a re  n o w  n o  lo n g e r  d is c re te  b u t  p u b lic ly  

d is p la y e d  in  tra in in g  m a n u a ls ;  a n d  s o c ia l  e x c h a n g e , th e  c h a ra c te r  o f  w h ic h  is c o n f in e d  to 

w h a t  th e  c o m p a n y  d e e m s  is  a p p ro p r ia te . T h e  k e y  to  a c h ie v in g  th e  t r a n s m u ta tio n  is th e  

a b i l i ty  to  e n g a g e  in  d eep  a c tin g , w h e re  th e  w o rk e r  w ill  d ra w  u p o n  p a r ts  o f  h e r s e l f  o r  

h im s e l f  to  a c h ie v e  th e  fe e lin g  re q u ire d . In  th e  c a s e  o f  D e lta  A ir lin e s , f lig h t a tte n d a n ts  

im a g in e d  d is ru p tiv e  o r  d if f ic u l t  c l ie n ts  as s m a ll  c h ild re n , m a d e  e x c u se s  fo r  b a d  

b e h a v io u r ,  o r  im a g in e d  th a t  th e y  w e re  s e rv in g  g u e s ts  in  th e ir  o w n  l iv in g  ro o m .

D ra w in g  o n  th e  B ra v e rm a n  (1 9 7 4 )  d e s k i l l in g  th e s is , H o c h s c h ild  s ta te s  th a t  th e  

im m e d ia te  c o s t  o f  t ra n s m u ta tio n  fo r  th e  f l ig h t  a t te n d a n t is  le ss  c o n tro l o v e r  th e  w o rk  th a t 

is  d o n e . T o  illu s tra te  th is , sh e  c o m p a re s  th e  e x p e r ie n c e  o f  f ly in g  tw e n ty  y e a rs  a g o  to 

w h a t  it  w a s  a t th e  tim e  o f  p u b lic a t io n . S p e e d -u p s , te c h n o lo g ic a l c h a n g e , a n d  in c re a s in g  

f is c a l  c o n s tr a in t  w ith in  th e  in d u s try  h a s  le d  to  a  f l ig h t a tte n d a n t b e in g  re q u ire d  to  do  

m o re  p h y s ic a l  w o rk  w ith in  th e  s a m e  a m o u n t o f  f ly in g  tim e . A n  in c re a se  in  p h y s ic a l 

la b o u r  a lso  m e a n t le ss  tim e  a v a ila b le  fo r  e m o tio n a l  la b o u r. T h is  h a s  le d  to  w h a t 

H o c h s c h i ld  c a lls  a  ‘sm ile  w a r ’, w h e re  w o rk e rs  r e fu s e  to  p e rfo rm  e m o tio n a l la b o u r  in  th e  

w a y  th e  c o m p a n y  p re fe rs . In s te a d , f lig h t a t te n d a n ts  e n g a g e  in  su rfa c e  a c tin g , an d  

p re te n d  to  sh o w  fe e lin g .
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H o c h sc h ild  b e lie v e s  th a t  t r a n s m u ta t io n  o n  s u c h  a  g ra n d  sc a le  h a s  a t le a s t  th re e  

e f fe c ts  o n  th e  w o rk e r ’s a b il i ty  to  d e f in e  th e  ‘t r u e ’ se lf . F ir s t ,  th e  w o rk e r  m a y  e x p e r ie n c e  

id e n t i ty  c o n fu s io n , w h e re  th e re  is  a  fu s io n  o f  th e  w o rk  a n d  c o m p a n y  ro le . I f  th e re  is a  

c o m p le te  fu s io n  th e w o rk e r  m a y  n o t  b e  a b le  to  d e p e rs o n a lis e  s itu a tio n s , a n d  w ill  

e x p e r ie n c e  b u m -o u t i f  te s te d  to o  m a n y  t im e s  b y  c r it ic a l in c id e n c e s .

T h e  m a in  w a y  th e  f l ig h t  a t te n d a n ts  d e a lt  w ith  th is  c o n u n d ru m  w a s  to  c le a r ly  

d e m a r c a te  b e tw e e n  th e w o rk  s e l f  a n d  th e  ‘t r u e ’ se lf . T h e s e  w o rk e rs  s p o k e  a b o u t th e ir  

e m o t io n a l  la b o u r in  ‘m e c h a n is t ic ’ w a y s , s p e a k in g  n o t  o f  th e ir  e m o tio n s  as ‘sp o n ta n e o u s , 

n a tu ra l  o c c u rre n c e s  bu t as o b je c ts  th e y  h a v e  le a rn e d  to  g o v e rn  an d  c o n tr o l ’ (H o c h s c h ild , 

1 9 8 3 :1 3 3 ) . W o rk e rs  saw  th is  d e lib e ra te  s e p a ra tio n  as s o m e th in g  ‘p h o n y ’, as a  ‘p e r s o n a l  

m o ra l  f la w , a lm o s t a  s t ig m a ’ (H o c h s c h ild ,  1 9 8 3 :1 3 3 ) . T h ird , th e  w o rk e r s ’ m a in  d i le m m a  

w a s  to  f in d  a  w a y  o f  m a in ta in in g  s e lf -e s te e m  w h ile  a v o id in g  e x tre m e  le v e ls  o f  c y n ic is m  

a n d  e s tra n g e m e n t from  th e ir  p u b lic .

H o c h sc h ild  c o n c lu d e s  b y  s ta t in g  th a t  e m o tio n a l  la b o u r  p o se s  a  c h a lle n g e  to  th e  

s e n s e  o f  se lf , fo r  in o rd e r  to  m a in ta in  s e lf -e s te e m  o n e  n e e d s  to  b e c o m e  a n  ‘i l lu s io n -  

m a k e r ’, re m o v in g  the jo b  f ro m  th e  se lf :

W h ile  so m e  d is ta n c e  th e m s e lv e s  f ro m  th e  jo b  b y  d e f in in g  it as n o t  s e r io u s , 

fo r  o th e rs  th e jo b  re m a in s  s e r io u s  - b u t  th e y  a re  n o t  s e r io u s ly  in  it. W h e n  

th e y  c an n o t go ‘in to  r o b o t ’, th e y  u s e  th e ir  fa c e s  as m a sk s  a g a in s t th e  

w o r ld ; th ey  re fu se  to  ac t. W h ile  m a n y  w h o  d e s c r ib e  th is  as a  d e fe n se , th e y  

a lso  a c k n o w le d g e  it  a s  in a d e q u a te  - w ith d ra w a l ir r i ta te s  p a s s e n g e rs  a n d  a re  

th e re fo re  fo rced  to  w ith d ra w  e v e n  fu r th e r  to  d e fe n d  th e m s e lv e s  a g a in s t  

s u c h  ir r ita tio n . (H o c h s c h ild , 1 9 8 3 :1 3 5 )

T h e  c o m p a n y ’s in s is te n c e  o n  th e  a b il i ty  to  e n g a g e  in  tra n s m u ta t io n  is fu r th e r  

c o m p lic a te d  b y  g en d er r e la t io n s  b e tw e e n  f l ig h t a t te n d a n ts  a n d  th e  e ffe c t th is  h a s  o n  th e  

s ta tu s  o f  th e  w o rk e r. B e in g  ‘s e r io u s ly  n ic e ’ is a  fe m in in e  a ttr ib u te , a n d  as su c h , le a d s  to
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c o n s id e r in g  th e  n e e d s  o f  th e  o th e r  p e r s o n  as m o re  im p o r ta n t  th a n  o n e ’s o w n  n e e d s  

(H o c h s c h i ld ,  1 9 8 3 :1 6 8 ). W o m e n  in  th e  w o rk p la c e , i f  n o t  in  th e  e n tire  p u b lic  s p h e re , 

a c c o rd in g  to  H o c h sc h ild , a re  s u b je c t  to  a  ‘d o c tr in e  o f  f e e l in g s ’, w h e re  w o m e n ’s 

e m o tio n s  a re  m o re  e a s ily  d is c re d ite d  th a n  m e n ’s. T h is ,  in  tu rn , a ffec ts  th e  d e g re e  o f  a  

‘s ta tu s  s h ie ld ’ a f fo rd e d  w o m e n , fo r  w o m e n  a re  e x p e c te d  to  h a v e  a  h ig h e r  to le ra n c e  fo r  

a b u se , b o r in g  jo k e s  and  l is te n in g  to  p ro b le m s , b u t  w ith  le s s  ‘a m m u n itio n  to u s e  a g a in s t  

th e  e m o tio n a l  o n s la u g h t’ (H o c h sc h ild , 1 9 8 3 :1 7 9 ) .

T h e  e v id e n c e  th a t H o c h s c h ild  p u t  fo r th  to  i l lu s tr a te  th e  to x ic  e ffe c t t ra n s m u ta t io n  

h a s  u p o n  f lig h t a tte n d a n ts  w a s  th e  c o m p a ra tiv e ly  la rg e  n u m b e rs  w h o  re c e iv e  c o u n s e l l in g  

fo r  e s t r a n g e m e n t  fro m  s e x u a l id e n tity , o r  p re -o rg a s m ic  p ro b le m s . T h e s e  w o m e n  

re p o r te d  th a t  a l th o u g h  it is o n e  a re a  in  th e ir  life  w h e re  th e y  c an  ‘w ith h o ld ’ a  p a r t  o f  

th e m s e lv e s ,  th is  w ith h o ld in g  c a u s e s  m o re  p ro b le m s  in  a n  a lre a d y  d iso rd e re d  lif e s ty le .

K e e p in g  in  m in d  H o c h s c h i ld ’s o r ig in a l  th e o re t ic a l  s ta n d p o in t, an d  th e  s tro n g  

l in k s  b e tw e e n  h e r  f irs t a n d  th e  s e c o n d  w o rk , th e re  a p p e a rs  to  b e  sev e ra l w e a k n e s s e s  in  

h e r  ‘m a n a g e d  h e a r t ’ th e sis . In it ia lly , H o c h s c h i ld  w a s  c o n c e rn e d  w ith  a  m o d if ic a t io n  o f  

G o f f m a n ’s ‘s i tu a t io n is m ’ a n d  a n  e x p a n s io n  o f  F r e u d ’s ‘s ig n a l fu n c tio n ’. T h e se  c o n c e p ts  

a s s is te d  in  i l lu s tra t in g , a lo n g  w ith  D a r w in ’s a c t io n  m a n q u e , th a t e m o tio n  h a d  a  p la c e  in  

s tru c tu re ,  a n d  s h o u ld  n o t re m a in  in  th e  re a lm  o f  th e  p s y c h o lo g ic a l .  T h is  a p p ro a c h  is  n o t  

u n iq u e  to  H o c h s c h i ld  (see  C o llin s , 1975  a n d  G id d e n s , 1 9 9 1 ).

H o w e v e r , o n e  w o u ld  e x p e c t th a t th e  a im  o f  a n y  e m p ir ic a l w o rk  th a t fo l lo w e d  

H o c h s c h i ld ’s f ir s t  w o rk  w o u ld  b e  to  te s t  th e s e  p ro p o s i t io n s .  In s te a d , H o c h sc h ild  w e d d e d  

h e r  n e w  th e o ry  o f  e m o tio n  to  a n  A m e r ic a n  fo rm  o f  M a rx is m , a n d  b e g an  to in v e s t ig a te  

h o w  a  p r iv a te  e m o tio n a l s y s te m  is s u b o rd in a te d  to  c o m m e rc ia l  lo g ic , a n d  h a s  b e e n  

c h a n g e d  b y  i t  (o w n  e m p h a s is ) . T h e  th e o re t ic a l  le a p  fro m  a  th e o ry  o f  h o w  p r iv a te
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e m o t io n  s y s te m s  o p e ra te  to h o w  p u b l ic  e m o tio n  s y s te m s  o p e ra te  is  an  a m b itio u s  

u n d e r ta k in g ,  o n e  th a t H o c h sc h ild  s tru g g le s  to  m a k e .

F o r  in s ta n c e , H o c h sc h ild  p re s e n ts  n o  e v id e n c e  to  su g g e s t th a t in c re a s in g  

d e m a n d s  fo r  e m o tio n a l la b o u r  h a s  ir r e v o c a b ly  c h a n g e d  th e  n a tu re  o f  e m o tio n  w o rk  

w ith in  th e  p r iv a te  sp h ere . N o r  d o e s  sh e  c o n s id e r  th e  p o s s ib i l i ty  th a t th e re  m a y  e x is t  

m o re  th a n  o n e  k in d  o f  e m o tio n  s y s te m . T h e re  is  g o o d  th e o re tic a l  sen se  (a t le a s t, fo r  

H o c h s c h i ld )  in  n o t c o n s id e r in g  th is  l ik e lih o o d . I f  it is  th e  c a s e  th a t  th e re  d o e s  e x is t  a t 

le a s t  tw o  d is t in c t  sy s te m s , th e n  th e  u n m a lle a b le  m a y  n o t  b e  as in f le x ib le  as f irs t th o u g h t. 

F e e l in g  as s ig n a l fu n c tio n  m a y  n o t  b e  as f ra g ile  as H o c h s c h i ld  p o s its , a n d  e m o tio n  

s y s te m s  m a y  b e  tru ly  so c ia l, e x h ib it in g  a  g r i t t ie r  a n d  m o re  f le x ib le  c h a ra c te r  th a n  f irs t 

r e a l is e d . H o w e v e r , th e  m o s t c ru c ia l  th e o re t ic a l  p o in t  h e re  is  th a t i f  p r iv a te  e m o tio n  

s y s te m s  n e e d  to  be  so fix ed , a re  a lso  c lo s e ly  t ie d  to  s o c ia l  s tru c tu re , th e n  it c a lls  in to  

q u e s t io n  w h a t  o n to lo g y  H o c h sc h ild  h a s  in  m in d  w h e n  sh e  s p e a k s  o f  so c ia l s tru c tu re .

F lo c h sc h ild  s ta tes  th a t th e  p ro b le m  w ith  G o ffm a n  is th a t h e  p ro v id e s  n o  

‘s t ru c tu ra l  b r id g e s ’ b e tw e e n  s i tu a tio n s . I t is h e re  th a t  th e re  is  so m e  in d ic a tio n  o f  w h a t 

H o c h s c h i ld  m e a n s  b y  so c ia l s tru c tu re  - w h a t  m a n y  s i tu a tio n s  a d d  up  to . G o f fm a n ’s 

d e f ic ie n c ie s  lie  m a in ly  in h is  d e s c r ip tio n  o f  h is  w o rk  as a  s tu d y  o f  ‘m o m e n ts  a n d  th e ir  

m e n  ( s ic ) ,  n o t  m e n  (s ic ) a n d  th e ir  m o m e n ts ’ (G o ffm a n , 1 9 6 7 ). H o c h sc h ild  a rg u e s  th a t 

G o f f m a n ’s th e o ry  o f  ru le  a n d  th e o ry  o f  s e l f  d o  n o t  c o r re s p o n d . T h e  a c to r  is n o t  a b le  to 

m a n a g e  in te rn a l  fe e lin g s  a n d  h a s  n o  c a p a c ity  fo r  e m o tio n a l  m a n a g e m e n t in  o rd e r  to 

r e s p o n d  to  th e se  ru le s . B u t w h ile  G o f f rn a n ’s a c to r  m a y  h a v e  to o  li ttle  in n e r  v o ic e . 

H o c h s c h i ld ’s a c to r  has to o  m u c h . J u s t  as G o f fm a n  se e s  a c tin g  o n  fe e lin g  as d e r iv a t iv e  o f  

th e  s i tu a t io n , H o c h s c h ild ’s a c to r  re lie s  to o  m u c h  o n  th e  p s y c h o a n a ly tic  - th e re  is  to o  

m u c h  in n e r  v o ic e , s tru g g lin g  a g a in s t  an  o v e rp o w e r in g  s o c ia l  s tru c tu re . In  s u m m a ry ,
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H o c h s c h i ld  s v is io n  o f  th e  c a n n ib a lis a t io n  o f  th e  p r iv a te  e m o tio n  sp h e re  b y  th e  p u b l ic  

s p h e re  is  to o  h e a v ily  la d e n  w ith  p e r s o n a l i ty  a n d  s tru c tu re , w ith  l ittle  a g e n c y  in  s ig h t.

T o  d a te , W o u te rs  p ro v id e s  th e  o n ly  th o ro u g h  e m p ir ic a l c r it iq u e  o f  H o c h s c h i ld ’s 

w o rk , in  th a t  h e  c o m p a re s  h e r  th e o re tic a l  a p p ro a c h  w ith  th a t o f  f ig u ra tio n a l o r  p ro c e s s  

s o c io lo g y . H e  d o e s  th is  b y  c o m p a r in g  h is  o w n  d a ta  w ith  th a t  o f  H o c h s c h i ld ’s. F o r  

W o u te r s ,  w h a t H o c h sc h ild  re a l ly  m e a n s  w h e n  sh e  re fe rs  to  so c ie ty  is c a p ita lism . In  h is  

v ie w , H o c h s c h ild  h a s  n o t s u b s ta n tia l ly  c o n tr ib u te d  to  w h a t c o u ld  a lm o s t be d e s c r ib e d  as  

a  p o s t-F ra n k fu r t  d e b a te , b e c a u s e  sh e  lim ite d  h e r s e l f  to  c o m m e rc ia l  o rg a n isa tio n :

O f  a ll th e  so c ia l c o n s tra in ts  th a t  m ig h t a c c o u n t fo r  c h a n g e s  in  th e  s ta n d a rd s  

o f  b e h a v io u r  o r  fe e lin g , d e m a n d in g  m o re  o f  e m o tio n  m a n a g e m e n t, sh e  

o n ly  c o n s id e rs  c o m m e rc ia l  c o n s tra in ts  s e r io u s ly  (W o u te rs , 1 9 8 9:96 ).

T h e  m a jo r  flaw  in  H o c h s c h i ld ’s s tu d y  in v o lv e s  h e r  u se  o f  th e  d ic h o to m ie s  tru e  

a n d  fa ls e  se lf , a n d  th e  p u b l ic /p r iv a te  se lf . W o u te rs  c la im s  th a t w h e n  H o c h s c h i ld ’s 

e m p ir ic a l  e v id e n c e  in v a lid a te s  h e r  c la im  th a t  th e  f l ig h t a tte n d a n ts  do n o t  m a k e  a  

d is t in c t io n  b e tw e e n  th e  re a l a n d  fa lse  se lf , sh e  s im p ly  d e sc r ib e s  th a t d is tin c tio n  to  re f le c t  

a  d if f e r e n tia t io n  b e tw e e n  th e  p u b lic  a n d  th e  p r iv a te . H e n c e , H o c h s c h i ld ’s rea l s e l f  is th e  

p r iv a te  se lf .

W o u te rs  a lso  p o in ts  o u t th a t  th ro u g h  d e s ig n in g  h e r  w h o le  w o rk  a ro u n d  th e  

p r iv a te -p u b l ic  d is tin c tio n , sh e  s e ts  th is  d ic h o to m y  u p  as a  ‘m o ra lly  la d e n ’ o n e  (W o u te rs , 

1 9 8 9 :9 8 ) . In  re a li ty , a c c o rd in g  to  W o u te rs , th is  ‘d ic h o to m y ’ is a c tu a lly  a  c o n tin u u m .

W o u te rs  c ite s  th re e  w e a k n e s s e s  in  H o c h s c h i ld ’s w o rk s  - th e  u se  o f  d ic h o to m ie s ,  

th e  d e f in i t io n  o f  w h a t a ‘t r u e ’ p ro fe s s io n  is, a n d  th e  c o n c e p tu a lis a t io n  o f  tra n s m u ta tio n . 

W o u te r s  m a in  p ro b le m  w ith  th e  u s e  o f  th e  d ic h o to m ie s  is  H o c h s c h i ld ’s u se  o f  a r tif ic ia l  

c o n s tru c ts  in  o rd e r  to m a in ta in  th e  a u s te re  p r iv a te -p u b l ic  d is tin c tio n . W o u te rs  b e lie v e s
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th a t  th is  is d o n e  to re ify  th e  e x is te n c e  o f  a  p re - in s t i tu t io n a lis e d  se lf , o n e  th a t  n e ed s  

p ro te c t io n  f ro m  th e  e m o tio n a l ra v a g e s  o f  tw e n tie th  c e n tu ry  c o rp o ra tio n s . In  o th e r  w o rd s , 

H o c h s c h i ld ’s p r iv a te  e m o tio n a l s y s te m  n e e d s  to  b e  fre e  o f  th e  p re s su re s  o f  in s ti tu tio n s  

fo r  it  b e  k e p t  ‘fo re v e r  w i ld ’, h e n c e  th e  s im p lif ic a t io n  o f  th e  p r iv a te  a n d  p u b lic  sp h e re . 

W o u te r s  a lso  q u e r ie s  th e  e x c lu s io n  o f  th e  p ro fe s s io n s  f ro m  th e  lis t o f  jo b s  th a t  re q u ire  

e m o tio n a l  la b o u r  o n  th e  b a s is  o f  p ro fe s s io n a ls  b e in g  a b le  to  m o n ito r  th e m s e lv e s . T h e se  

‘t r u e ’ p ro fe s s io n a ls  a re  ab le  to  d e f le c t  s o m e  o f  th e  n e g a t iv e  e ffe c ts  o f  e m o tio n a l la b o u r  

b e c a u s e  o f  th e ir  in c re a se d  f in a n c ia l s ta n d in g  in  r e la t io n  to  o th e r  o c c u p a tio n s . H o c h s c h ild  

m a y  s ta r t  o u t  a t th e  b e g in n in g  o f  th e  b o o k  c o n s id e r in g  a ll jo b s ,  b u t  a t th e  e n d  she 

d is c a rd s  m a n y  p ro fe s s io n a l jo b s  th a t  in v o lv e  in te ra c t iv e  s e rv ic e  w o rk . In  c o n tra s t  to 

W o u te r s , it is  a rg u e d  th a t H o c h s c h ild  n e e d e d  to  m a k e  th is  d is t in c t io n  b e tw e e n  jo b s  th a t 

a re  e m o tio n a l ly  a u to n o m o u s  a n d  jo b s  th a t  r e q u ire  e m o tio n a l  su p e rv is io n . T h e  w h o le  

c ru x  o f  H o c h s c h i ld ’s w o rk  w a s  to  i l lu s tra te  h o w  ro u tim s e d  e m o tio n a l la b o u r  is 

in c re a s in g ly  s u b je c t to  s u rv e illa n c e , s o m e th in g  th a t  is  o c c u r r in g  m o re  f r e q u e n tly  in 

f ro n t- l in e  s e rv ic e  o c c u p a tio n s . W o u te rs  a lso  fa ils  to  c o n s id e r  th e  c o n c e p t o f  th e  s ta tu s  

s h ie ld , w h ic h  is  th e  d e lin e a tin g  fe a tu re  b e tw e e n  p ro fe s s io n a l  a n d  n o n -p ro fe s s io n a l  jo b s  

r e q u ir in g  e m o tio n a l  lab o u r.

W o u te r s  c ite s  ‘tr a n s m u ta t io n ’ as th e  ‘c o n c e p tu a l  to o l ’ th a t fu n c tio n s  as a  b r id g e  

b e tw e e n  th e  a r tif ic ia lly  c o n s tru c te d  e x tre m e s  o f  th e  p u b lic  a n d  p r iv a te  w o r ld . F o r 

W o u te r s  (1 9 8 9 :1 0 2 ) , n o t o n ly  is  t r a n s m u ta t io n  a lso  an  a r tif ic ia l  c o n s tru c t, th e  p r iv a te -  

p u b lic  d ire c t io n  o f  th e  tra n s m u ta tio n  m o m e n tu m  is  a lso  c o n tra d ic te d  :

In  th is  d e sc r ip tio n  o f  a  s o c ia l  in h e r i ta n c e  o f  s e lf - re g u la tio n  b e tw e e n  

g e n e ra tio n s  a lo n g  th e  lin e s  o f  s o c ia l  c la s s  a re  im p lic it . T h is  v ie w  is  n o t  

c o m p a tib le  w ith  th a t o f  a  ‘re a l  s e l f  h id d e n  s o m e w h e re  in  th e  p r iv a te  life  o r  

s e l f .
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W o u te r s  a lso  p o in ts  o u t  th a t  th e  r e la t io n s h ip  b e tw e e n  th e  th e o ry  H o c h sc h ild  

p r e s e n ts  in  th e  a p p e n d ix  a n d  h e r  th e o re t ic a l  c o n c e p t o f  a  p r iv a te  e m o tio n  s y s te m  is n o t  

e x p lic i t .  H o c h s c h i ld  te n d s  to  p la c e  e m o tio n a l  c o n tro l  o u ts id e  o f  th e  in d iv id u a l, th u s  

c re a t in g  an  im a g e  o f  ‘a  free  a n d  in d e p e n d e n t  in d iv id u a l  w ith  a  n a tu ra l s e lf - re g u la tio n  o f  

h is  o r  h e r  o w n ’ (W o u te rs , 1 9 8 9 :1 0 3 ) . I f  p e o p le  w e re  free  o f  in s ti tu tio n a l e m o tio n a l 

c o n tro l ,  th e n  a  l ib e ra tio n  o f  th e ir  n a tu ra l  te n d e n c ie s  to w a rd s  s e lf - re g u la tio n  w o u ld  o c cu r . 

A s  W o u te r s  e x p la in s , c o m p a re d  to  o th e r  a n im a ls , h u m a n s  h a v e  li ttle  n a tu ra l  p ro p e n s ity  

fo r  e m o tio n a l  c o n tro l. W h ile  h u m a n s  m a y  h a v e  a n  in n a te  te n d e n c y  to  le a rn  e m o tio n a l 

s e lf - r e g u la t io n , th e y  s till n e e d  to  le a rn  th is  in  a c c o rd a n c e  w ith  th e  so c ia l h a b itu s . S u c h  

le a rn e d  re g u la t io n  ta k es  th e  fo rm  o f  a  te n s io n  b a la n c e  b e tw e e n  e m o tio n a l im p u ls e s  a n d  

e m o tio n a l  c o n tro l l in g  c o u n te r  im p u ls e s  (W o u te rs , 1 9 8 9 :1 0 3 ).

In  s u m m a ry  th en , W o u te r s ’ f ig u ra tio n a l  c r i t iq u e  o f  H o c h s c h i ld ’s w o rk  c e n tre s  

a ro u n d  E l i a s ’ c o n c e p t o f  ‘h o m o  c la u s u s ’, th a t  is, ‘ a  h u m a n  se lf - im a g e  a c c o rd in g  to  

w h ic h  th e  tru e  s e l f  o f  a  p e rs o n  is  h id d e n  d e e p  in s id e  - o n e  c a n n o t b e  q u ite  su re  in s id e  o f  

w h a t ’ (E lia s , 1 9 8 7 :3 5 6 ). W o u te r s  b e l ie v e s  th a t  H o c h s c h i ld ’s p u b lic /p r iv a te  d is t in c t io n  is 

m is le a d in g  b e c a u s e  su ch  a  d is t in c t io n  is  o n ly  a  r e c e n t  d e v e lo p m e n t a n d  o n e  th a t is 

n e i th e r  u n iv e r s a l  n o r  u b iq u ito u s . H o c h s c h i ld  ro m a n tic is e s  an  id e a l p a s t  w h e re  e m o tio n a l 

life  w a s  fre e  o f  in s ti tu tio n a l c o n s tra in ts . H o w e v e r , a s  W o u te rs  p o in ts  o u t, su c h  a  s o c ie ty  

n e v e r  e x is te d , a n d  ‘fe e lin g  ru le s  w e re  n e v e r  o n ly  p r iv a te  ac ts  o r  n e g o tia tio n s  (W o u te rs , 

1 9 8 9 :1 0 5 ) . W o u te rs  p re s e n ts  a n  a l te rn a t iv e  th e o ry  th a t  e x p la in s  w h y  th e  ru le s  o f  

fe e l in g  a n d  d is p la y  h av e , in  fa c t, c h a n g e d  in  th e  o p p o s i te  d ire c tio n :

T h e re  is  e n o u g h  e m p ir ic a l  d a ta  to  s h o w  th a t d u r in g  a p p ro x im a te ly  th e  la s t 

h u n d re d  y e a rs  th e  m o d e ls  o f  e m o tio n a l  e x c h a n g e  h a v e  b e c o m e  m o re  

v a r ie d , m o re  e sc a p a b le  a n d  m o re  o p e n  fo r  id io s y n c ra t ic  n u a n c e s , th u s  less  

r ig id  a n d  c o e rc iv e  (W o u te rs , 1 9 8 9 :1 0 5 ) .
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T h e s e  c h a n g e s  c o n c e p tu a lis e d  a s  in fo rm a l is a t io n  in d ic a te  th a t th e  d o m in a n t

m o d e s  o f  s o c ia l  in te rc o u rse  a n d  b e h a v io u r , s y m b o lis in g  in s ti tu tio n a lis e d  p o w e r

r e la t io n s h ip s ,  h a v e  b een  p la c e d  o n  n o tic e , th u s  le a d in g  to  g re a te r  f le x ib ili ty  a n d  f re e d o m

in  w a y s  p e o p le  in te ra c t w ith  o n e  a n o th e r  (W o u te rs , 1 9 8 9 :1 0 6 ). A s W o u te rs  e x p la in s :

T h e  te n s io n  seem s to  b e  b e tw e e n  m a n a g in g  th e  h e a r t  o r  b e in g  m a n a g e d  b y  

it; b e tw e e n  d e ta c h m e n t a n d  in v o lv e m e n t. T h e  te n s i le  fo rce  o f  th is  te n s io n  

b a la n c e  c o in c id e s  w ith  th e  w a y s  in  w h ic h  p e o p le  a llo w  th e m se lv e s  to  g iv e  

in to  th e ir  im p u lse s  a n d  th e  n e e d s  o f  s e lf - in te re s ts ,  w h ile  a t th e  sa m e  tim e  

g iv in g  in to  th e  n e e d  a n d  th e  c o e rc io n  to  ta k e  o th e rs  in to  a cco u n t.

T h ro u g h  W o u te r s ’ o w n  re s e a rc h  o n  E u ro p e a n  f l ig h t a tte n d a n ts , h e  c o n c lu d e s  th a t

H o c h s c h i ld  ‘g o t it w ro n g ’. W h ile  in c re a s e d  ro u tin is a t io n  a n d  s ta n d a rd is a t io n  h as

o c c u r re d , so  to o  h as  a  l ib e ra l is in g  o f  d re s s  a n d  b e h a v io u ra l  c o d es . C o n ta c t  w ith

p a s s e n g e r s  m a y  b e  s h o r te n e d  d u e  to  in d u s try  s p e e d -u p s , b u t th is  h a s  o c c u r re d

s im u l ta n e o u s ly  w ith  an  in c re a s e  in  th e  ra n g e  o f  e m o tio n  m a n a g e m e n t s tr a te g ie s

a v a i la b le  to  f l ig h t a tte n d an ts : A s  W o u te rs  (1 9 8 9 :1 3 3 )  e x p la in s :

T h e  in c re a se d  n e c e s s ity  o f  b e in g  a b le  to c o m m a n d  re s p e c t in  a ll th e s e  

v a r io u s  c o n ta c ts  h a s  b ro u g h t  a b o u t a  d e c lin e  in  o ld  ty p e s  o f  se rv ility . N o w  

in  e a c h  c o n ta c t th e re  is a  n e e d  to  a t tu n e  o n e ’s b e h a v io u r  to  th e  s ty le  o f  

e m o tio n  m a n a g e m e n t o f  th e  in d iv id u a l  p a s s e n g e r , a n d  w h ile  th e  ra n g e  o f  

s ty le s  h a s  g re a tly  e x p a n d e d , th e  w o rk e r  in  e a c h  c a s e  fee ls  o b lig e d  to  f in d  a  

p le a s a n t  o r  a g re e a b le  b a la n c e  b e tw e e n  fo rm a l a n d  in fo rm a l b e h a v io u r , 

b e tw e e n  so c ia l d is ta n c e  a n d  in tim a c y .

T h e  m a in  d iff ic u lty  w ith  W o u te r s ’ a s s e s s m e n t o f  H o c h s c h i ld ’s ‘m a n a g e d  s e l f  is 

th e  in a d e q u a c y  o f  th e  e m p ir ic a l e v id e n c e  h e  p re s e n ts  to ju s t i f y  h is  a rg u m e n t. H is  s a m p le  

o f  f l ig h t  a t te n d a n ts  is sm a ll (N = 6 ) , w h ic h  d o e s  n o t  a p p e a r  su ff ic ie n t to  w a r r a n t  th e  

d e g re e  o f  e x tra p o la t io n  in  w h ic h  h e  e n g a g e s . W h ile  H o c h s c h i ld ’s c o n c e p tu a lis a t io n  o f  

e m o tio n a l  la b o u r  m a y  be  in  s o m e  w a y  o v e rd e te rm in e d , W o u te rs  ig n o re s  th e  b u lk  o f  

H o c h s c h i ld ’s d a ta , p a r tic u la r ly  th e  d a ta  th a t in d ic a te s  s ig n if ic a n t g e n d e r  d if f e r e n c e s  in 

th e  k in d s  o f  e m o tio n a l la b o u r  p e r fo rm e d  b y  m e n  a n d  w o m e n . W h ile  W o u te r s ’ a s s e r t io n



th a t  a  f ig u ra tio n a l  a p p ro a c h  to  e m o tio n a l  la b o u r  e l ic i ts  a  m u c h  m o re  c o m p le x  p ic tu re  o f  

th e  re la t io n s h ip  b e tw e e n  w o rk e rs  a n d  c o rp o ra te  id e o lo g y , h is  s ta te m e n t th a t  f lig h t 

a t te n d a n ts  h a v e  a t th e ir  d isp o sa l a  w id e r  ra n g e  o f  e m o tio n  m a n a g e m e n t s tra te g ie s  th a n  

H o c h s c h i ld  su g g e s ts  is in c o rre c t.

T h e  v e ry  n a tu re  o f  n e o -T a y lo r is t  w o rk  p ra c t ic e s  in d ic a te s  th a t  in te ra c t iv e  s e rv ic e  

w o rk e r s  a re  n o w  su b je c t to  m o re , n o t  le ss , c o n tro l  a n d  s u rv e illa n c e  (S e w e ll  an d  

W ilk in s o n , 19 9 2 ). In c re a se d  le v e ls  o f  s ta n d a rd is a t io n  a re  in d ic a tiv e  o f  a  w o rk p la c e  th a t 

d is a l lo w s  w o rk e rs  e n g a g e m e n t in  th e  l ib e ra l  p ra c t ic e s  s u p p o s e d ly  e n jo y e d  b y  W o u te r s ’ 

f l ig h t  a tte n d a n ts . L e v e ls  o f  s ta n d a rd is a t io n  a n d  ro u t in is a t io n  in  in te ra c tiv e  s e rv ic e  w o rk , 

e s p e c ia l ly  w o rk  th a t re q u ire s  f le e tin g  c o n ta c t  w ith  c u s to m e rs  h as  s ig n if ic a n tly  in c re a se d . 

In d e e d , th e  te c h n o lo g y  th a t a s s is ts  in  c re a tin g  in c re a s e d  ro u tin is a t io n  o f  in te ra c t iv e  

s e rv ic e  w o rk  h as  b e c o m e  an  in d u s try  i t s e l f  (L e id n e r , 1 9 9 3 ).

T h is  in c re a se  in  su rv e illa n c e  a n d  ro u t in is a t io n  is l in k e d  to  th e  c o n c e p t a n d  

p ra c t ic e  o f  ‘s t ro n g ’ c u ltu re  (F la m , 1 99 3). H o c h s c h i ld  a l lu d e s  im p lic it ly  to  th e  e x is te n c e  

o f  s t ro n g  c u ltu re s  w ith in  th e  a ir l in e  in d u s try , a l th o u g h  sh e  d o e s  n o t e la b o ra te  in  an y  

d e s c r ip t iv e  o r  a n a ly tic a l w a y  o n  th e  n a tu re  o f  th is  c u ltu re .  W o u te rs , h o w e v e r , d o e s  n o t 

c o n s id e r  th e  p o s s ib il i ty  o f  n o rm a tiv e  c o n tro l  p la y in g  a  c e n tra l  ro le  in  in te ra c tiv e  s e rv ic e  

w o rk . N o r  d o e s  h e  c o n s id e r  it a  p o s s ib le  r e a s o n  fo r  su c h  p o s itiv e  a n sw e rs  to  h is  

q u e s t io n s . N e i th e r  W o u te rs  n o r  H o c h s c h ild  r e fe r  to  o r  d e v e lo p  th e  c o n c e p t o f  e m o tio n a l 

c u ltu re  m u c h  b e y o n d  re fe re n c e  to  m ic ro  c u ltu ra l  n o rm s  w ith in  sp e c if ic  o rg a n isa tio n s  o r  

m a c ro  c u ltu ra l n o rm s  th a t h a v e  u n d e rg o n e  c h a n g e  in  r e c e n t  y e a rs . It is su g g e s te d  h e re  

th a t  it  is  d if f ic u l t  to a sc e r ta in  th e  ro le  o f  e m o tio n a l  la b o u r  in  a  g iv e n  c o n te x t, o r  its  a ffe c t 

u p o n  w o rk e r s  w ith o u t a n a ly s in g  th e  p re v a i l in g  e m o tio n a l  c u ltu re  in  w h ic h  it is  lo c a ted .
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T h is  a p p lie s  to  b o th  m ic ro  c u ltu re s  th a t  a re  c o n te x t  sp e c if ic  a s  w e ll as b ro a d e r  m a c ro  

e m o tio n a l  c u ltu re s .

H o c h s c h i ld ’s th e o ry  o f  e m o tio n  c a n  b e  s a id  to  b e  c u ltu ra l to  th e  d e g re e  th a t  sh e  

a c k n o w le d g e s  th e  ru le  b o u n d  n a tu re  o f  e m o tio n s  th ro u g h  h e r  d e v e lo p m e n t o f  th e  

c o n c e p t  o f  fe e lin g  ru le s . T h is  c o n c e p t, h o w e v e r ,  is  d e r iv a tiv e  o f  so c ia l e x c h a n g e  th e o ry , 

a n d  is  n o t, in  H o c h s c h i ld ’s w o rk , in  a n y  s e n s e  a n th ro p o lo g ic a l . H o c h s c h ild ’s a t te m p t to 

lin k  s tru c tu re  a n d  p e rs o n a lity  is  n o t  c le a r ly  a r t ic u la te d , a n d  th e  re a so n  fo r  th is  is  b e c a u s e  

th e re  is  a  la c k  o f  a c k n o w le d g e m e n t o f  ‘c u l tu r e ’ .

W h e n  H o c h s c h i ld ’s f l ig h t a t te n d a n ts  p e r fo rm  e m o tio n a l  la b o u r, th e y  a re  a lso  

‘d o in g ’ c u ltu re  (K u n d a , 1992). T h e y  a re  th e  f ro n t- l in e  p ro d u c e rs  o f  c u ltu re , th e  

‘b o u n d a ry -s p a n n e rs ’ (B o w e n  a n d  S c h n ie d e r , 1 9 8 5 ) w h o  a re  th e  e m b o d im e n t o f  w h a t 

p a s s e n g e rs  a re  p r im e d  b y  a d v e r t is in g  to  e x p e c t.  A n y  ‘fa i lu re ’ in  th e  p ro c e s s  o f  

t r a n s m u ta t io n  a t th e  fro n t- lin e  o f  a n y  in te ra c t iv e  s e rv ic e  o rg a n is a tio n  is a lso  a  fa ilu re  to 

p ro d u c e  a n d  re p ro d u c e  th e  c u ltu re .

A p a rt f ro m  th e  ‘fee l g o o d ’ s e rv ic e  th e  f l ig h t  a tte n d a n ts  a re  e x p e c te d  to d e l iv e r  

th ro u g h  th e  p e rfo rm a n c e  o f  e m o tio n a l  la b o u r , th e y  a re  a lso  e n g a g e d  in  th e  b u s in e s s  o f  

a n x ie ty  m a n a g e m e n t. T h is  a sp e c t o f  th e i r  w o rk  is  g iv e n  c u rso ry  a t te n tio n  b y  

H o c h sc h ild . In s te a d , th e re  is  a  c o n c e n tra t io n  o n  e x p lo r in g  th e  v a rio u s  d e le te r io u s  

a sp e c ts  o f  e m o tio n a l la b o u r  th ro u g h  c r i t ic a l  in c id e n ts .

T h is  is n o t to  su g g e s t th a t c r i t ic a l  in c id e n ts  a re  n o t  im p o r ta n t. C le a rly , th e y  a re  

an  im p o r ta n t d e v ic e  in  i l lu s tra tin g  h o w  e m o tio n a l  la b o u r  is  c e n tra l to  th e  su c c e s s  o f  th e  

s e rv ic e  in te ra c tio n . T h e  c r it ic a l in c id e n ts  to  w h ic h  H o c h s c h ild  re fe rs  in v o lv e  th e  

m a n a g e m e n t o f  th e  flig h t a t te n d a n ts ’ p e r s o n a l  a n g e r  - w h a t te c h n iq u e s  th e y  u se  to 

c o n tro l a n g e r  in  th e  face o f  e x tre m e  e x a m p le s  o f  v e rb a l  a n d  s o m e tim e s  p h y s ic a l a b u se .
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T h e re fo re , H o c h s c h i ld ’s s tu d y  c a n  b e  d e s c r ib e d  a s  a  c la s s ic  M a rx is t  s tu d y  o f  

a l ie n a tio n . I t  is  a lso  a  g o o d  i l lu s tr a t io n  o f  w h y  la b o u r  p ro c e s s  th e o ry  is  in a d e q u a te  in  

e x p la in in g  th e  ‘la b o u r  p ro c e s s ’ o f  in te ra c t iv e  s e rv ic e  w o rk  (F in e m a n , 1 99 5). T h is  is 

p a r t ic u la r ly  th e  c a se  w h e re  th e re  is  l itt le  o r  n o  ro u t in is a t io n  o r  d ire c t s u rv e illa n c e .

H o c h s c h i ld ’s im p lic it  s u g g e s t io n  is  th a t th e  k e y  is s u e  at s ta k e  w ith  in te ra c t iv e  

s e rv ic e  w o rk  is  th e  d e g re e  to  w h ic h  th e  w o rk e r  h a s  in d iv id u a l  a u to n o m y , f re e d o m  a n d  

c o n tro l  o v e r  th e  w o rk  p ro c e ss . H o w e v e r , it  is  f ro n ts ta g e  c o n tro l  o f  e m o tio n a l la b o u r  th a t 

is  p a ra m o u n t  fo r  H o c h sc h ild . W h ile  th e  ‘b a c k s ta g e ’ e m o tio n  w o rk  is s o m e th in g  

m a n a g e m e n t  a tte m p t to c o lo n is e , w ith  v a ry in g  d e g re e s  o f  su c c e ss , it  is m a in ly  th e  

f ro n ts ta g e  w o rk  th a t  is a s s e sse d  b y  c u s to m e rs ,  m a n a g e m e n t a n d  c o -w o rk e rs .

H o c h s c h i ld  c ite s  th re e  b a s ic  e le m e n ts  o f  e m o tio n a l  life  th a t m a k e  t r a n s m u ta tio n  

p o s s ib le  - e m o tio n a l  w o rk  th a t  is t r a n s fo rm e d  f ro m  a  p r iv a te  a c t in to  a  p u b lic  o r  

c o m m e rc ia l  o n e ; fe e lin g  ru le s  sh if t  f ro m  th e  a u to n o m o u s  p r iv a te  sp h e re  to  th e  

‘m a n a g e d ’ p u b lic  sp h ere ; a n d  re s tr ic t io n  o n  ‘a u th e n t ic ’ so c ia l e x c h a n g e . T h e  f irs t 

e le m e n t is b a s e d  o n  th e  p re m is e  th a t  th e  p r iv a te  e m o tio n a l  s y s te m  is m o ra lly  s u p e r io r  to  

th a t  o f  a  p u b lic  o n e . I t a lso  s u g g e s ts  th a t  e m o tio n a l  e x c h a n g e  w ith in  th e  p r iv a te  s p h e re  is 

s o m e h o w  p u re  a n d  la c k in g  in  in s tru m e n ta l i ty .  T h e  s e c o n d  e le m e n t s u g g e s ts  th a t  fe e lin g  

ru le s  w ith in  th e  p r iv a te  s p h e re  a re  s o m e h o w  le ss  ‘m a n a g e d ’. In  o th e r  w o rd s , less  

d e r iv a tiv e  o f  c u ltu re . G iv e n  H o c h s c h i ld ’s w o rk in g  d e f in it io n  o f  e m o tio n , th is  is  n o t 

s u rp r is in g .

I f  H o c h s c h ild  r e c o g n is e s  th e  e x is te n c e  o f  p r im a ry  e m o tio n s , th e n  sh e  m u s t  a lso  

a d h e re  to th e  n o tio n  th a t s i tu a tio n a l  k e y s  fit  e m o tio n a l  lo ck s . In  th e  p r iv a te  sp h e re , 

H o c h s c h i ld  a p p e a rs  to  s u g g e s t  th a t  s o c ia l  e x c h a n g e s  w h ic h  in v o lv e  e m o tio n  a re  tr ig g e rs  

fo r  p r im a ry  e m o tio n s . T h e re fo re , fe e l in g  ru le s  a re  c u l tu ra l ly  d e r iv e d  n o tio n s  o f  w h a t
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s i tu a tio n a l  tr ig g e r  c o n n e c ts  w i th  w h a t  e m o tio n . T h is  is  s im ila r  to  K e m p e r ’s th e o ry  o f  

p r im a ry  a n d  s e c o n d a ry  e m o tio n s .

H o w e v e r , w ith in  th e  p u b lic  o r  c o m m e rc ia l  sp h e re , fe e lin g  ru le s  th e n  b e c o m e  

‘a r t i f ic ia l ’ c o n s tru c ts  in  th a t  th e y  e x is t  s o le ly  fo r  th e  p u rp o s e  o f  m a k in g  a  p ro f i t  o r  

s u s ta in in g  a  c e r ta in  o rg a n is a t io n a l  lo g ic . T h u s , c o m m e rc ia l  lo g ic  tr ie s  to m a k e  m a lle a b le  

fe e lin g  ru le s  th a t  o u g h t to  r e m a in  as u n m a lle a b le  as th e y  a re  w ith in  th e  ‘n a tu ra l’ p r iv a te  

s p h e re . T h e  e v id e n c e  p re s e n te d  b y  L in d h o lm  (1 9 8 8 )  a n d  M id d le to n ’s (1 9 9 0 ) w o rk  o n  

e m o tio n a l  s ty le  a n d  c u ltu re  d is p u te  th is  b in a ry  o p p o s it io n  o f  n a tu re /p r iv a te  an d  

p u b lic /c u ltu re . T h e y  d ra w  u p o n  th e  w o rk  o f  E lia s  (1 9 7 8 )  to  s h o w  th a t  fe e lin g  ru le s  a re  

d e p e n d e n t u p o n  b o th  s tru c tu re  a n d  c u ltu re , a n d  th a t  b o th  a re  f lu id  a n d  c h a n g in g  a c ro ss  

t im e  a n d  sp ac e . C ro s s -c u ltu ra l s tu d ie s  o n  e m o tio n  a lso  in d ic a te  th a t th e  p u b lic /p r iv a te  

s p lit  is  a  n o t a  u n iv e rsa l p h e n o m e n o n . T h e  id e a  th a t  th e  tru e  s e l f  is o n ly  e x p e r ie n c e d  

w ith in  th e  p r iv a te  sp h e re  is  n o t  o n e  th a t is  fo u n d  in  e v e ry  c u ltu re .

T h e  th ird  e le m e n t o f  H o c h s c h i ld ’s e m o tio n a l  s y s te m  s u g g e s ts  th a t c h o ic e  o f  

e m o tio n a l  d is p la y  a n d  e x p e r ie n c e  is s o le ly  a n  in d iv id u a l  d e c is io n . T h is  a lso  s u g g e s ts  

th a t  m ic ro  e m o tio n a l c u ltu re s  d o  n o t  e x is t  w i th in  th e  p r iv a te  sp h ere . I s o la te d  

c o m m u n it ie s , re lig io u s  c u lts  a n d  d y s fu n c t io n a l  fa m ilie s  m a y  a lso  g iv e  th e  in d iv id u a l 

l i t t le  e m o tio n a l ‘c h o ic e ’, a n d  a re  e x a m p le s  o f  w h y  H o c h s c h i ld ’s ro m a n tic is a t io n  o f  th e  

p r iv a te  sp h e re  m a y  le ad  to  a  s u p e r f ic ia l  a n a ly s is  o f  e m o tio n a li ty  w ith in  th e  la tte r.

H o c h s c h ild  a rg u e s  th a t  a c to rs  a re  f re e  to  q u e s t io n  th e  g o in g  ra te  o f  e x c h a n g e  

w ith in  th e  p r iv a te  e m o tio n a l s y s te m . T h is , sh e  s u g g e s ts , m e a n s  th a t  th e re  is m o re  o f  an  

e q u a l e x c h a n g e  h e re , b e c a u s e  o n e  c a n  te rm in a te  a  r e la t io n s h ip  i f  th e  e x c h a n g e  is n o t 

m e e t in g  o n e ’s n e e d s  o r  e x p e c ta tio n s . T h is  s e e m s  to  b e  a t o d d s  w ith  th e  f in d in g s  fro m
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e x te n s iv e  re s e a rc h  o n  fa m ily  r e la t io n s h ip s ,  w h e re  w o m e n  a n d  s o m e tim e s  c h ild re n  

f r e q u e n tly  e x p e r ie n c e  u n e q u ita b le  f in a n c ia l  a n d  e m o tio n a l  e x c h a n g e s .

In  a d d itio n  to  th e  fa l la c y  r e g a rd in g  ‘e q u a l ’ e m o tio n a l  e x c h a n g e s  w ith in  th e  

fa m ily , fe e lin g  ru le s  w ith in  th e  p r iv a te  s p h e re  a re  g e n d e re d . W o m e n  are  n o  m o re  lik e ly  

to  b e  fre e  to e x p re ss  a n g e r  o p e n ly  in  th e  h o m e  th a n  th e y  a re  in  th e  w o rk p la c e . S im ila r ly , 

m e n  a re  e x p e c te d  to  re f ra in  f ro m  e x p re s s in g  c e r ta in  e m o tio n s  su c h  as sa d n e ss  in  a n y  

s p h e re , y e t a lo n e  th e  p r iv a te  sp h e re .

T h is  is n o t to  s u g g e s t th a t  t ra n s m u ta t io n  is n o t  a  u s e fu l co n ce p t. T ra n s m u ta t io n  

n e e d s  to  b e  c o n te x tu a lis e d , a n d  in  o rd e r  to  d o  th is , it n e e d s  to  be lo c a te d  w ith in  

e m o tio n a l  c u ltu re . I t is s u g g e s te d  h e re  th a t  t r a n s m u ta t io n  is  a n  im p o r ta n t p ro c e s s  in  th e  

p ro d u c t io n  a n d  re p ro d u c tio n  o f  e m o tio n a l  c u ltu re .

G o rd o n ’s (1 9 9 0 ) w o rk  o n  e m o tio n a l  c u l tu re  is  in s tru c tiv e  h e re . G o rd o n  d e f in e s  

e m o tio n a l  c u ltu re  as a  c o m b in a tio n  o f  e m o tio n a l  v o c a b u la r ie s , an d  e x p re ss io n  a n d  

fe e lin g  n o rm s  a n d  b e lie fs  a b o u t e m o tio n . F o r  e x a m p le , D e lta  A ir lin e  flig h t a t te n d a n ts ’ 

b e l i e f  th a t  c o n tin u a l s u p p re s s io n  o f  a n g e r  is  p a th o lo g ic a l ,  is  in  i t s e l f  p a r tly  c o n s ti tu tiv e  

o f  th e  m ic ro  c u ltu re  s p e c if ic  to  th a t  c o n te x t . W h ile  G o rd o n  re c o g n ise s  th e  u n iv e rs a l  

e x is te n c e  o f  b a s ic  e m o tio n s  s u c h  as fe a r  a n d  a n g e r , h e  m o s tly  s tre s s e s  th e  so c io -c u ltu ra l 

o r ig in  o f  e m o tio n s . A c c o rd in g  to  G o rd o n , e m o tio n  is  c o m p r is e d  o f  fo u r c o m p o n e n ts :  

fe e lin g  (b io lo g y ); e x p re s s io n  (b e h a v io u r ) ;  r e la t io n s h ip  c o n c e p ts  (s tru c tu re ); a n d  

re g u la t iv e  n o rm s  (c u ltu re ) . H e  s ta te s  th a t  th e  s o c ia l ly  c o n s tru c te d  e lem en ts  o f  e m o tio n  

a re  m o s t  e v id e n t in  e m o tio n a l v o c a b u la r ie s , e x p re s s io n  a n d  fe e l in g  ru le s , in  in s tru m e n ta l 

b e h a v io u r  su c h  as c o u rtsh ip  a n d  in  c o n te x tu a l  d e f in i t io n s  o f  e m o tio n -re le v a n t m e a n in g s .

G o rd o n  a lso  id e n tif ie s  fo u r  s o c ia l ly  e m e rg e n t  d im e n s io n s  o f  e m o tio n : th e  o r ig in  

o f  e m o tio n s  w h ic h  is fo u n d  p r im a r i ly  in  c u ltu ra l  d e f in it io n s  o f  h u m a n  re la tio n sh ip s ; th a t
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e m o tio n s  a re  d e te rm in e d  b y  b o th  p re s e n t  a n d  c u m u la tiv e  p ro p e rtie s  o f  a  s o c ia l  

r e la t io n s h ip ;  th a t th e  so c ia l o rg a n is a t io n  o f  an  e m o tio n  c a n  b e  in d e p e n d e n t o f  th e  

in d iv id u a l  e m o tio n a l e x p e r ie n c e ; a n d  th a t  c h a n g e  in  a n  e m o tio n  c an  o c c u r  a t e i th e r  a  

m ic ro  o r  m a c ro  lev el.

In  th e  c a se  o f  m ic ro  c h a n g e , e m o tio n  is  m o s t ly  s o c ia lly  o r  p h y s io lo g ic a l ly  

c a u s e d . In  th e  c a se  o f  m a c ro , h is to r ic a l  a n d  c u ltu ra l  t re n d s  re d u c e , in te n s ify  o r  s u b s t i tu te  

e m o tio n s  (C a n c ia n  a n d  G o rd o n , 1 9 8 8 ; S te a m s  a n d  S te a m s , 1986 ). G o rd o n  a s s e r ts  th a t  

o n e  o f  th e  k e y  ro le s  th a t e m o tio n a l c u ltu re  p la y s  is  to  le g itim a te  e m o tio n a l n o rm s . T h is  

o c c u r s  th ro u g h  th e  in s t i tu t io n a lis a t io n  o f  e m o tio n s .  T h is  p ro c e s s  s ta b ilis e s  a n d  

fo rm a lis e s  th e  o c c a s io n , e x p re s s iv e  a n d  s o c ia l  m e a n in g  o f  a n  e m o tio n  (G o rd o n , 

1 9 9 0 :1 8 6 ) .

A c c o rd in g  to  G o rd o n , it  is th e  in s t i tu t io n  w h ic h  h as  th e  a u th o rity  to  c o n s tru c t  

r i tu a ls  th a t  a ro u s e  e m o tio n , a n d  s e rv e s  as a  j u d g e  o n  w h a t is th e  n o rm a tiv e  fo rm  o f  

e x p re s s io n  a n d  fe e lin g . In  o th e r  w o rd s , th e  in s t i tu t io n  h o ld s  s o v e re ig n ty  o v e r  th e  

e m o tio n . G o rd o n  a lso  a c k n o w le d g e s  th a t r e s is ta n c e  to  in s ti tu tio n a lis a tio n  o c c u rs  w h e n  

th e re  is  te n s io n  o v e r  w h a t c o n s ti tu te s  a u to n o m o u s  o r  im p u ls iv e  e m o tio n a l e x p re s s io n  

a n d  in s t i tu t io n a l  e x p re s s io n  (T u rn e r , 1 9 7 6 ). G o rd o n  a lso  su g g e s ts  th a t  

d e in s t i tu t io n a l is a t io n  o c cu rs  w h e n  th e re  a re  s h if ts  in  th e  d e f in it io n s  a n d  o v e rt p ra c t ic e s  

a s s o c ia te d  w ith  in s ti tu tio n a l m e a n in g . G o rd o n  s u g g e s ts  th a t c u ltu re  d o es  n o t  ju s t  

‘im p in g e ’ o n  e m o tio n  (H o c h sc h ild , 1 9 8 3 :4 9 ) , b u t  is  p a r t ly  c o n s ti tu tiv e  o f  w h a t e m o tio n  

is . T h is  is  s ig n if ic a n tly  d if fe re n t to H o c h s c h i ld ’s (1 9 8 3 :4 9 )  su m m a tio n  o f  h o w  

in s t i tu t io n s  sh a p e  e m o tio n :

In  p r iv a te  life , th e  p e rs o n  is th e  lo c u s  o f  th e  a c tin g  p ro c e s s .. .w ith in  

in s ti tu tio n s , v a r io u s  e le m e n ts  o f  a c t in g  a re  ta k e n  a w a y  fro m  th e  in d iv id u a l 

a n d  re p la c e d  b y  in s ti tu tio n a l m e c h a n is m s
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T h e re  is  n o  d o u b t th a t  H o c h s c h i ld ’s e m p ir ic a l  w o rk  h as  m a d e  a  s ig n if ic a n t  

c o n tr ib u tio n  to  th e  s o c io lo g y  o f  e m o tio n s . M o re  im p o r ta n tly , ‘T h e  M a n a g e d  H e a r t” 

c re a te d  th e  f ir s t  b r id g e  b e tw e e n  th e  s o c io lo g y  o f  e m o tio n s  a n d  th e  s o c io lo g y  o f  w o rk . 

W h ile  H o c h s c h i ld ’s w o rk  m a y  n o t  h a v e  e x p lo re d  th e  s ig n if ic a n c e  o f  c u ltu re  in  

d e te rm in in g  th e  c o n se q u e n c e s  a n d  e f fe c ts  o f  e m o tio n a l  la b o u r  in  a n y  d e p th , h e r  

c o n tr ib u t io n  to  th e  c u ltu ra l th e o r ie s  o f  e m o tio n  a n d  w o rk  n e e d s  to  b e  n o te d . H e r  w o rk  

h a s  s h o w n  h o w  th e  c o n s tru c tio n  a n d  im p le m e n ta t io n  o f  fe e lin g  ru le s  o c c u r  w ith in  an  

o rg a n is a t io n a l  c o n te x t. S h e  h a s  a lso  i l lu s tr a te d  h o w  g e n d e r  a n d  e m o tio n a l la b o u r  a re  

in e x tr ic a b ly  lin k e d . H o c h s c h i ld ’s e x p la n a tio n  o f  w h y  in te ra c t iv e  s e rv ic e  w o rk e rs  

s o m e tim e  e x p e r ie n c e  e m o tiv e  d is s o n a n c e  as a  re s u lt  o f  p e r fo rm in g  e m o tio n a l la b o u r  h as  

ra is e d  im p o r ta n t  q u e s tio n s  fo r  h u m a n  re s o u rc e  m a n a g e m e n t  a n d  o c c u p a tio n a l h e a lth  a n d  

s a fe ty  a sp e c ts  o f  in te ra c tiv e  s e rv ic e  w o rk .

E M O T IO N A L  L A B O U R  II: E M P IR IC A L  S T U D IE S

E m o tio n a l  la b o u r  as an  in te g ra l  p a r t  o f  in te ra c t iv e  s e rv ic e  w o rk  h as  b e c o m e  th e  

fo c u s  o f  in c re a s e d  a tte n tio n  in  re c e n t  y e a rs . A s  A s h fo r th  a n d  H u m p h re y  (1 9 9 3 )  in d ic a te , 

e m o tio n a l  la b o u r  h as  u s u a lly  b e e n  lo c a te d  u n d e r  th e  ru b r ic  o f  o th e r  c o m p o n e n ts  s u c h  as 

jo b  d e s ig n , d e c is io n -m a k in g , le a d e rs h ip  a n d  o rg a n is a t io n a l  c u ltu re . W h e n  d is c u s s in g  

a n y  a sp e c t o f  e m o tio n a l la b o u r , it is n e c e s s a ry  to  a lw a y s  re fe r  to  H o c h s c h i ld ’s 

d e f in it io n , e .g .; ‘th e  c re a t io n  o f  p u b lic ly  o b s e rv a b le  fa c ia l  a n d  b o d ily  d is p la y  th ro u g h  

th e  m a n a g e m e n t o f  fe e l in g ’. W h ils t  e m o tio n a l  la b o u r  h a s  e x c h a n g e  v a lu e , e m o tio n  w o rk  

o r  e m o tio n  m a n a g e m e n t r e fe rs  to  th e  s a m e  b e h a v io u r s  e x h ib ite d  in  a  p r iv a te , n o n 

c o m m e rc ia l  se tt in g . In  th e  p r iv a te  s p h e re  th is  k in d  o f  w o rk  h a s  u se  v a lu e . T h is  s e c tio n  o f  

C h a p te r  2 i l lu s tra te s  h o w  e m o tio n a l  la b o u r  h a s  h a s  b e e n  fu r th e r  c o n c e p tu a lis e d  an d
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s tu d ie d . T h e s e  s tu d ie s  c a n  b e  d iv id e d  in to  th re e  c a te g o r ie s :  c o n c e p tu a lis a t io n  o f  

e m o tio n a l  la b o u r; e ffe c ts  a n d  c o n s e q u e n c e s  o f  e m o tio n a l  la b o u r  fo r  b o th  e m p lo y e e  a n d  

e m p lo y e r ;  a n d  so c ia lis a tio n .

C o n c e p t u a l i s a t i o n

E m p h a s is  o n  h o w  e m o tio n a l  la b o u r  is  c o n c e p tu a lis e d  c a n  b e  fo u n d  in  tw o  

s tu d ie s .  R a fa e li  a n d  S u tto n  (1 9 8 9 )  a d o p te d  a  p o s i t iv is t  s ta n c e  to w a rd s  e m o tio n a l la b o u r  

in  th a t  th e y  e m p h a s is e  m e a s u re m e n t o f  ‘d i s p la y ’ r a th e r  th a n  fe e lin g  ru le s . R a fa e li  a n d  

S u t to n  a rg u e  th a t  o rg a n is a tio n s  n e e d  to  b e  c o n c e rn e d  n o t  w ith  h o w  e m p lo y e e s  s a y  th e y  

fe e l,  b u t  r a th e r  w h a t fe e lin g s  th e y  a c tu a lly  d is p la y . T h e y  a lso  a sse rt th a t, b e c a u s e  th e re  

is  n o  s im p le  m a tc h  b e tw e e n  th e  tw o , it  is im p o r ta n t  to  d is t in g u is h  b e tw e e n  e x p re s s e d  

a n d  e x p e r ie n c e d  e m o tio n  (G o rd o n  1981 c ite d  in  R a fa e li  a n d  S u tto n , 198 9). T h is  

in d ic a te s  th a t  R a fa e li  a n d  S u tto n  u se  o n ly  th e  d ra m a tu rg ic a l  c o m p o n e n t o f  H o c h s c h i ld ’s 

c o n c e p tu a l is a t io n  o f  e m o tio n a l la b o u r. In  ta n d e m  w ith  th is  th e y  re ly  h e a v ily  o n  ro le  

th e o ry  to  e x p la in  v a r ia tio n  in  e x p re s s e d  e m o tio n  w ith in  s e rv ic e  e n c o u n te rs . T h e y  ju s t i f y  

th e i r  fo c u s  o n  d is p la y  ru le s  in  p re fe re n c e  to  fe e l in g  ru le s  o n  th e  b a s is  th a t, as E k m a n  

(1 9 7 3 )  e x p la in s , th e re  is a lre a d y  a  c lo s e  f i t  b e tw e e n  e x p re s s io n  an d  e x p e r ie n c e . B e c a u s e  

o f  th is  c lo se  c o n n e c tio n , e x p re s s io n  is th e re fo re  see n  as a  v a l id  in d ic a to r  o f  fe e lin g .

R a fa e li  a n d  S u tto n  p ro p o s e  a  m o d e l  th a t  i l lu s tra te s  re c ip ro c a l c a u s a tio n  b e tw e e n  

e x p re s s e d  e m o tio n s  o f  s e rv ic e  p ro v id e rs  a n d  th e ir  s o c ia l-p s y c h o lo g ic a l  c h a ra c te r is tic s , 

in c lu d in g  g e n d e r , s e lf -m o n ito r in g  a b il i ty  (S y n d e r , 1 9 7 4 ) an d  e m o tio n a l s ta m in a  

(H o c h s c h ild ,  19 8 3 ). A t th e  o n s e t  o f  a  s e rv ic e  e n c o u n te r , tra n s a c tio n -d e f in in g  c u e s  a re  

v i ta l  in  a s s is tin g  th e  se rv ic e  p ro v id e r  to  m a k e  d e c is io n s  o n  h o w  to p ro c e e d  e m o tio n a lly
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w ith  c u s to m e rs . S e rv ic e  p r o v id e r s ’ re a c t io n s  to  c u s to m e rs  a re  in f lu e n c e d  b y  te m p o ra l 

c o n te x t , a tm o sp h e ric  c o n d itio n s  a n d  in te rp e r s o n a l  c o n te x t  a n d  sea so n .

A sh fo r th  a n d  H u m p h re y  (1 9 9 3 )  a lso  u se  th e  te rm  ‘d is p la y  r u le ’ in  p re fe re n c e  to 

fe e lin g  ru le . T h e y  u se  th is  te rm  b e c a u s e  d is p la y  ru le s  r e fe r  to s p e c if ic  b e h a v io u r  th a t  c a n  

b e  e a s i ly  a s s e s s e d  b y  c u s to m e rs , m a n a g e rs  a n d  p e e rs . T h e y  d e f in e  e m o tio n a l la b o u r  as 

th e  a c t  o f  e m o tio n . T h e ir  fo c u s  o n  b e h a v io u r  is  p r e m is e d  o n  th e  n o tio n  th a t i t  is  th e  

a c tu a l c o m p lia n c e  w ith  d is p la y  ru le s  th a t  d ire c t ly  a ffe c ts  c lie n ts , a n d  th a t o n e  m a y  

c o n fo rm  to  d isp la y  ru le s  w ith o u t  h a v in g  to  ‘m a n a g e ’ fe e lin g s . T h e y  to o  d ra w  u p o n  th e  

d ra m a tu g ic a l  c o m p o n e n t, d e s c r ib in g  e m o tio n a l  la b o u r  as a  fo rm  o f  im p re s s io n  

m a n a g e m e n t. T h e re fo re , re d e f in i t io n  o f  e m o tio n a l  la b o u r  b o th  e m p h a s is e s  b e h a v io u r  

a n d  d e c o u p le s  th e  e x p e r ie n c e  o f  e m o tio n  f ro m  th e  e x p re s s io n  o f  e m o tio n .

W h ile  th is  d e c o u p lin g  p ro c e s s  is  p ro b le m a tic  in  te rm s  o f  c o n c e p tu a lis in g  

e m o tio n a l  la b o u r, w h a t is c ru c ia l  a b o u t A s h fo r th  a n d  H u m p h re y ’s w o rk  is  th a t th e y  

h a v e  lo c a te d  e m o tio n a l la b o u r  in  its  n a tu ra l  s e t t in g  - th e  s e rv ic e  e n c o u n te r . F o u r  

c o m p o n e n ts  c o n s ti tu te  a  s e rv ic e  e n c o u n te r :  b o u n d a ry -s p a n n in g  ro le s ; p e rs o n  to  p e r s o n  

in te ra c t io n ; d y n a m ic  a n d  e m e rg e n t q u a li t ie s ;  a n d  in ta n g ib il i ty  o f  s e rv ic e  p ro d u c tio n . A ll  

o f  th e se  c o m p o n e n ts  p la c e  a  p re m iu m  u p o n  th e  q u a li ty  o f  th e  e m o tio n a l la b o u r  

p e r fo rm e d  w ith in  th e  s e rv ic e  e n c o u n te r , as  th is  ‘q u a l i ty ’ a lle g e d ly  a ffe c ts  c u s to m e r ’s 

p e rc e p tio n s  o f  p ro d u c t q u a lity . T h u s , A s h f o r th  a n d  H u m p h re y  p r im a r i ly  o u tl in e  th e  

fu n c tio n s  a n d  d y s fu n c tio n s  o f  e m o tio n a l  la b o u r . W h ile  e m o tio n a l la b o u r  m a y  fa c i l i ta te  

ta sk  e ffe c t iv e n e s s , it m a y  a lso  e n c o u ra g e  th e  c l ie n t  to  e r ro n e o u s ly  e x p e c t m o re  th a n  

w h a t  th e  s e rv ic e  p ro v id e r  is a b le  to  d e liv e r .

In  re la t io n  to th e  e ffe c ts  o f  e m o tio n a l  la b o u r  u p o n  th e  s e rv ic e  p ro v id e r , A s h fo r th  

a n d  H u m p h re y  h y p o th e s is e  th a t  p o s i t iv e  id e n t i f ic a t io n  w ith  th e  w o rk  ro le  is c o r re la te d
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w ith  a  p o s i t iv e  im p a c t o f  e m o tio n a l  la b o u r  u p o n  th e  s e rv ic e  p ro v id e r ’s p s y c h o lo g ic a l 

w e ll-b e in g . L ik e  T h o its  (1 9 9 1 ) , th e y  se e  e m o tio n a l  la b o u r  as an  id e n tity -e n h a n c in g  

e x p e r ie n c e . In  th e ir  v ie w , e m o tiv e  d is s o n a n c e  o c c u rs  w h e n  th e  se rv ic e  p ro v id e r ’s 

id e n t i ty  c la sh e s  w ith  th e ir  w o rk  ro le  id e n tity . In  s u m m a ry , A s h fo r th  a n d  H u m p h re y  

a s s e r t  th a t  w ith in  th e  f ra m e w o rk  o f  s o c ia l  id e n t i ty  th e o ry , s o m e  e ffe c ts  o f  e m o tio n a l 

la b o u r  a re  m o d e ra te d  b y  o n e ’s s o c ia l  a n d  p e r s o n a l  id e n tit ie s , a n d  th a t e m o tio n a l la b o u r  

s t im u la te s  p re s su re s  to id e n tify  w i th  th e  w o rk  ro le .

B o th  o f  th e  la tte r  s tu d ie s  a re  s o m e w h a t in c o n g ru e n t in  re la tio n  to  th e  

c o n c e p tu a lis a t io n  o f  e m o tio n a l la b o u r . I f  fe e l in g  is  as u n im p o r ta n t  as  th e y  say , th e n  so  

to o  is e m o tiv e  d is so n a n c e . Y e t b o th  s tu d ie s  in s is t  o n  re fe r r in g  to th is  p a r t  o f  th e  

c o n c e p tu a l  f ra m e w o rk . B y  l im it in g  th e m s e lv e s  to  o n ly  d is p la y , b o th  s tu d ie s  h a v e  m a d e  

im p lic i t  th a t  e m o tio n a l la b o u r  is o n ly  a b o u t b e h a v io u r , o r  s u rfa c e  a c tin g . W h ile  d is p la y  

is a n  im p o r ta n t  c o m p o n e n t o f  e m o tio n a l  la b o u r , it  is  b y  n o  m e a n s  th e  o n ly  o n e . W h a t 

th e se  tw o  s tu d ie s  h a v e  d o n e  is to  c o n s id e r  o n ly  th e  p a r t  o f  H o c h s c h i ld ’s d e f in it io n  th a t 

‘f i t ’ in to  th e ir  b e h a v io u r is t  f r a m e w o rk . W h ile  th is  m a y  a s s is t  in  th e  c o d if ic a t io n  o f  

e m o tio n a l  la b o u r  a t th e  w o rk s ite , c o n c e p tu a l ly  it d o e s  n o t  p ro v id e  a  c le a r  p ic tu re  o f  h o w  

e m o tio n a l  la b o u r  is fu lly  p e r fo rm e d  b y  in d iv id u a ls .

E f f e c t s / C o n s e q u e n c e s

T h e  e m p ir ic a l s tu d ie s  in v e s t ig a t in g  th e  p ra c t ic e  o f  e m o tio n a l la b o u r  h a v e  

c o n c e n tra te d  e ith e r  o n  its  p e rn ic io u s  a n d /o r  l ib e ra t in g  e ffe c ts  o r  h o w  e m o tio n a l la b o u r  

e f fe c ts  c o rp o ra te  o r  p e r fo rm a n c e  o u tc o m e s . T o l ic h  (1 9 9 3 )  fo r  in s ta n c e , in  h is  

e th n o g ra p h ic  s tu d y  o f  c o n v e n ie n c e  s to re  c le rk s , fo u n d  th a t  e m o tio n a l la b o u r  w a s  u se d  

ju s t  a s  m u c h  fo r  th e  e m p lo y e e ’s e n te r ta in m e n t  as it w a s  fo r  th e  c o m p a n y ’s b e n e fit.
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D u r in g  s lo w  tim e s , e m p lo y e e s  e n g a g e d  in  lo n g  c o n v e rs a tio n s  w ith  c u s to m e rs  in  o rd e r  to  

a l le v ia te  b o re d o m  an d  f ru s tra tio n . H e  a lso  n o te d  th a t  m a n y  c le rk s  e n jo y e d  in te ra c tio n s  

w ith  c u s to m e rs  im m e n se ly , a n d  to o k  g re a t  p r id e  in  b e in g  a b le  to  tu n e  in to  th e ir  n e e d s . 

T o l ic h  c o n c lu d e d  th a t th e  is s u e  th a t  w a s  a t s ta k e  w a s  n o t  w h o  co n tro ls  th e  e m o tio n a l  

d is p la y  b u t ra th e r  w h o  o w n s  it.

T o lic h  a rg u e d  th a t th e  d if f e r e n t ia t io n  b e tw e e n  e m o tio n a l  w o rk  as h a v in g  u s e  

v a lu e  a n d  e m o tio n a l la b o u r  e x c h a n g e  v a lu e  is  p ro b le m a tic . H e  o b s e rv e d  th a t  th e  

u s e /p r iv a te  a n d  e x c h a n g e /p u b lic  d ic h o to m y  b e c a m e  e n ta n g le d  w ith in  th e  c le r k ’s 

p e r fo rm a n c e  o f  c u s to m e r s e rv ic e , w h ic h  le d  h im  to  re v is e  H o c h s c h i ld ’s d e f in i t io n  o f  

e m o tio n a l  la b o u r. W h ile  h e  r e ta in s  h e r  o r ig in a l  d e f in it io n , h e  a lso  c a lls  fo r  a  

c o n c e n tra t io n  o n  issu es  re la t in g  to  c o n tro l  o v e r  e m o tio n a l d isp la y . H e n c e , h is  n e w  

d ic h o to m y  c o n s is ts  o f  r e g u la te d  e m o tio n  m a n a g e m e n t a n d  a u to n o m o u s  e m o tio n  

m a n a g e m e n t.

S te n ro s s  a n d  K le in m a n  (1 9 8 9 )  e x a m in e d  th e  d if fe re n c e s  in  d e te c t iv e s ’ e m o tio n  

w o rk  w ith  c r im in a ls  an d  v ic t im s , o u t l in in g  s tra te g ie s  th a t  th o se  w ith o u t  s ta tu s  s h ie ld s  

m a y  u s e  to  tra n s fo rm  su ch  la b o u r  in to  ‘e n g a g in g ’ w o rk . S im ila r  to  T o l ic h ’s f in d in g s , 

th e y  p o s ite d  th a t  e m o tio n a l la b o u r  n e e d  n o t  a lw a y s  b e  a lie n a tin g , as w o rk e rs  a re  v e ry  

a d e p t a t d e v e lo p in g  s tra te g ie s  th a t  tu rn  a  m u n d a n e  ta sk  in to  a  m o re  c h a lle n g in g  on e . 

W h ile  d e te c tiv e s  d is lik e d  th e  e m o tio n  w o rk  w ith  v ic tim s , la b e llin g  it as n o t re a l p o lic e  

w o rk , th e y  o f te n  re lish e d  th e  c o n f ro n ta t io n a l  g a m e - l ik e  e n c o u n te rs  w ith  c r im in a ls  th a t 

in v o lv e d  s ig n if ic a n t  a m o u n ts  o f  e m o tio n a l  la b o u r .

U s in g  H o c h s c h ild ’s 19 83  c la s s if ic a t io n  o f  jo b s  re q u ir in g  e m o tio n a l la b o u r, 

W h a r to n  (1 9 9 3 )  ex am in ed  th e  e ffe c ts  o n  w o rk e rs  e m p lo y e d  in  th e  b a n k in g  a n d  h e a lth  

in d u s tr ie s . L ik e  T o lich , sh e  fo u n d  th a t  e m o tio n a l  la b o u r  d o e s  n o t im p o se  a  d e le te r io u s
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e f fe c t  u p o n  a ll w o rk e rs . In s te a d , it is  th e  le v e ls  o f  jo b  in v o lv e m e n t, a u to n o m y  a n d  s e l f 

m o n i to r in g  a b il i ty  th a t d e te rm in e  th e  le v e l o f  e m o tio n a l  e x h a u s tio n  a  w o rk e r  m a y  

e x p e r ie n c e .

W h a r to n , h o w e v e r, d id  n o t j u s t  s u rv e y  e x c lu s iv e ly  f ro n t- lin e  s e rv ic e  w o rk e rs  

w ith in  th e se  in d u s tr ie s . S h e  a rg u e s  th a t  p re v io u s  s tu d ie s  h a v e  c o n c e n tra te d  to o  m u c h  

u p o n  f ro n t- l in e  p o s itio n s , re s u lt in g  in  th e s e  jo b s  b e in g  seen  as u n iq u e  in  te rm s  o f  

o c c u p a tio n a l  s tre ss . T h is  c o n c e n tra t io n  o n  e m o tio n a l  la b o u r  w ith in  th e se  jo b s  a lo n e  h a s  

n o t  a l lo w e d  fo r  th e  p o s s ib i l i ty  th a t o th e r  s tre s s o rs  m a y  b e  re s p o n s ib le  fo r  e m o tio n a l 

e x h a u s tio n . W h a r to n  fo u n d  th a t  w o rk e rs  e m p lo y e d  in  jo b s  lis te d  in  H o c h s c h i ld ’s 

c la s s if ic a t io n  lis t w e re  n o  m o re  l ik e ly  to  e x p e r ie n c e  e m o tio n a l  e x h a u s tio n  th a n  o th e r  

w o rk e rs . In  fa c t, th e y  w e re  e v e n  m o re  l ik e ly  to  b e  m o re  s a tis f ie d  w ith  th e ir  w o rk  th a n  

th o s e  w h o  d id  n o t  p e rfo rm  e m o tio n a l la b o u r.

E m p lo y e e s  w h o  p e r fo rm  e m o tio n a l  la b o u r  w e ll  a re  sa id  to  b r in g  a b o u t p o s itiv e  

f in a n c ia l g a in s  (P e te rs  a n d  A u s tin , 1 9 8 5 ; P e te rs  a n d  W a te rm a n , 1982 ). S u tto n  a n d  

R a fa e li  (1 9 8 8 )  in  th e ir  s tu d y  o n  th e  l in k s  b e tw e e n  e x p re s s e d  e m o tio n s  d u rin g  se rv ic e  

e n c o u n te rs  a n d  c o n v e n ie n c e  s to re  p ro f its  in d ic a te  th a t  it  w a s  s to re  p a c e  ra th e r  th a n  

e x p re s s e d  e m o tio n  th a t d e te rm in e d  s to re  p ro f i ts .  S to re  p a c e  w a s  a  c a u se  ra th e r  th a n  a n  

e f fe c t o f  e m p lo y e e ’s e x p re s s e d  e m o tio n s . C u s to m e rs  w h o  f re q u e n te d  b u s y  s to re s  v a lu e d  

fa s t a n d  e f f ic ie n t  s e n d e e  o v e r  f r ie n d ly  s m ile s . S ta f f  w h o  w e re  e m p lo y e d  in  s lo w e r  s to re s  

o f te n  e x p e r ie n c e d  d iff ic u lty  a d ju s t in g  e m o tio n a l ly  w h e n  th e  s to re  b e c a m e  b u s ie r  a n d  

c u s to m e r  e x p e c ta tio n s  o f  th e  s e rv ic e  e n c o u n te r  c h a n g e d .

S o c i a l i s a t i o n

V e ry  li t t le  a tte n tio n  h as  b e e n  p a id  to  h o w  w o rk e rs  le a rn  a p p ro p ria te  e m o tio n  

m a n a g e m e n t s tra teg ie s . S m ith  an d  K le in m a n  (1 9 8 9 )  c o n d u c te d  a  tw o  y e a r  o b se rv a tio n a l
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s tu d y  lo o k in g  a t p ro fe s s io n a l s o c ia l is a t io n  o f  m e d ic a l s tu d e n ts  an d  h o w  th e y  d e v e lo p e d  

a f fe c t iv e  n e u tra l i ty . D u r in g  th e ir  s tu d y , th e  r e s e a rc h e r s  d is c o v e re d  an  in fo rm a l 

c u r r ic u lu m  a n d  th e  e x is te n c e  o f  c o v e r t  ru le s  a n d  re s o u rc e s  fo r  d e a lin g  w ith  u n w a n te d  o r  

in a p p ro p r ia te  e m o tio n a l re s p o n se s . T h e y  e x p la in  th a t, w h ile  s tu d e n ts  a re  u n a b le  to  

d e v e lo p  s tra te g ie s  c o lle c tiv e ly  b e c a u s e  o f  th e  ta b o o  p la c e d  u p o n  th e  p u b lic  d is c u s s io n  o f  

e m o tio n , th e ir  so lu tio n s  fo r  d e a lin g  w i th  e m o tio n  o n  th e  jo b  a re  n o t  a ll in d iv id u a l. 

B e c a u s e  o f  c u ltu ra l n o rm s  a n d  e x p e c ta t io n s  p ro v id in g  g u id e lin e s  o r  ‘fe e lin g  r u le s ’, 

s tu d e n ts  w e re  fo u n d  to h a v e  u s e d  th e  s a m e  e m o tio n  m a n a g e m e n t  s tra te g ie s .

S m ith  a n d  K le in m a n  is o la te d  f iv e  m a jo r  e m o tio n  m a n a g e m e n t s tra te g ie s  u s e d  by  

th e  m e d ic a l  s tu d e n ts :  t ra n s fo rm in g  p a t ie n t  c o n ta c t;  a c c e n tu a tin g  th e  p o s i t iv e  a sp e c ts  o f  

m e d ic a l  p ra c tic e ; c o o p tin g  th e  p a tie n t  th ro u g h  e m p a th y  o r  b la m e ; h u m o u r; and  

a v o id a n c e . A  c ru c ia l  o b s e rv a tio n  in  th e i r  s tu d y  w a s  th e  s im ila r it ie s  in  th e  e m o tio n a l 

d e s e n s i t is a t io n  p ro c e s s  e x p e r ie n c e d  b y  m e d ic a l  s tu d e n ts  a n d  c o m b a t so ld ie rs . B o th  

g ro u p s  re d u c e d  th e ir  ‘o b je c t ’ to  s u b -h u m a n  s ta tu s  th ro u g h  th e  u se  o f  s tig m a tis in g  la b e ls , 

a n d  b o th  e x p e r ie n c e d  s ig n if ic a n t le v e ls  o f  fa tig u e , w h ic h  h a d  th e  e f fe c t o f  ‘b lu n t in g ’ th e  

e m o tio n s  (S m ith  a n d  K le in m a n , 1 9 8 9 :6 9 ) .

H o c h s c h i ld ’s m a jo r  c o n tr ib u t io n  to  th e  s o c io lo g y  o f  th e  e m o tio n s  is  a lso  a 

c o n tr ib u t io n  to  th e  s tu d y  o f  g e n d e r  a n d  w o rk . H o c h s c h ild  p o s ite d  th a t  n o t o n ly  w e re  

w o m e n  s o c ia l is e d  to  p e r fo rm  e m o tio n a l  la b o u r  m o re  so th a n  m e n , th e  jo b s  th a t re q u ire d  

e m o tio n a l  la b o u r  w e re  a lso  g e n d e r -s p e c if ic . In  th e  c a s e  o f  th e  f lig h t a tte n d a n ts , w o m e n  

n e a r ly  a lw a y s  re c e iv e d  le ss  re s p e c t  a n d  r e c o g n i t io n  th a n  m e n  in  th e  s a m e  p o s itio n . M a le  

f l ig h t  a tte n d a n ts  w e re  o f te n  m is ta k e n  fo r  h e a d  p u rs e rs  b y  p a s s e n g e rs , an d  w e re  o f te n  

a s k e d  a b o u t th e ir  p la n s  to  m o v e  in to  m a n a g e m e n t. H o c h s c h i ld  a lso  a s s e r te d  th a t e v e n  in
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j o b s  w h e re  b o th  g e n d e rs  d id  th e  s a m e  k in d  o f  w o rk , w o m e n  h a d  le ss  a cc e ss  to  a  s ta tu s  

sh ie ld .

Ja m e s  (1 9 8 9 )  v a lid a te s  H o c h s c h i ld ’s c la im  th ro u g h  a rg u in g  th a t p r im a c y  is 

g iv e n  to  th e  ‘r a t io n a l ’ o v e r th e  ‘e m o t io n a l ’ w ith in  th e  w o rk p la c e . A c c o rd in g  to  Ja m e s , 

e x p re s s in g  p o s i t iv e  e m o tio n  o r  e m p a th y  a t w o rk  a re  c a te g o r is e d  as w o m e n ’s w o rk , 

s o m e th in g  th a t c o m e s  n a tu ra lly  fo r  w o m e n , a n d  a re  th e re fo re  u n sk ille d . J a m e s  a rg u e s  

th a t  a l th o u g h  w o m e n  are  e m p lo y e d  in  c e r ta in  p o s i t io n s  o n  th e  b a s is  o f  th e ir  ‘n a tu r a l ’ 

s k ills  in  d e a lin g  w ith  h u m a n  e m o tio n , th e y  a re  u s u a l ly  n o t  re m u n e ra te d  fo r  th e se  sk ills .

M a le  p ro fe s s io n a ls  h o w e v e r , a re  w e ll  r e w a r d e d  fo r  th e ir  a b ili ty  to  d is p la y  

‘e m o tio n a l  c o n tro l ’. E v en  w h e n  m e n  a re  a s s o c ia te d  w ith  ‘c a r in g ’ w o rk  su ch  as n u rs in g , 

th e y  a re  m o re  lik e ly  to  m o v e  in to  m a n a g e m e n t  a w a y  fro m  th e  ‘u n re c o g n ise d , 

u n re c o rd e d  an d  lo w  p a id ’ e m o tio n  w o rk  ( J a m e s , 1 9 8 9 :3 8 ) . J a m e s  c o n te n d s  th a t  e v e n  i f  

e m o tio n a l  la b o u r  is re c o g n ise d  it  is  o f te n  c a te g o r is e d  as  ‘s e c o n d a ry ’ w o rk , a n d  

‘in te g ra te d  in to  th e  la b o u r  p ro c e s s  th ro u g h  g e n d e re d  j o b s ’ (1 9 8 9 :3 8 ) .

In  h e r  s tu d y  o f  s e c re ta r ia l w o rk , W ic h ro s k i  (1 9 9 4 )  fo u n d  th a t m a n y  e x p e c ta t io n s  

fo r  w o m e n  in  th e  w o rk p la c e  a re  g e n d e re d , a n d  th a t  th e se  e x p e c ta tio n s  a re  n o t 

c a te g o r is e d  n o r  fo rm a lly  o u tlin e d . In  o th e r  w o rd s ,  th e y  d o  n o t a p p e a r  w ith in  th e  jo b  

d e s c r ip t io n  as ta n g ib le  sk ills  o r  re q u ire m e n ts .  E m o tio n a l  la b o u r, w h ic h  W ic h ro sk i a lso  

c a lls  ‘p o l i t i c a l ’ la b o u r, is e x p e c te d  to  c o m e  n a tu ra l ly  to  se c re ta r ie s  b e c a u se  th e y  a re  

w o m e n . S k il ls  th a t a re  ‘n a tu ra l’ a n d  n o t th e  r e s u l t  o f  tra in in g  o r  e d u c a tio n  th e re fo re  do  

n o t  r e q u ire  fo rm a l re c o g n itio n  o r  c o m p e n s a tio n .

P a rk in s o n  (1 9 9 1 ) in  h is  s tu d y  o f  th e  s tr a te g ie s  o f  e x p re ss iv e  c o n tro l  a n d  

in te ra c t io n a l  s ty le s  re p o rte d  b y  th ir ty -n in e  t r a in e e  h a ird re s se rs , a tte m p te d  to  

o p e ra tio n a l is e  a sp e c ts  o f  H o c h s c h i ld ’s ‘d e e p ’ a n d  ‘s u r f a c e ’ a c tin g , a n d  a p p ly  th e m  to  th e
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o c c u p a t io n a l  c o n te x t o f  h a ird re s s in g . P a rk in s o n  fo u n d  th a t  th e re  w e re  s u b s ta n tia l  

c o r re la t io n s  b e tw e e n  a m o u n ts  o f  tip s  r e s p o n d e n ts  re p o r te d  re c e iv in g  a n d  le v e ls  o f  

e x p re s s io n  a n d  o p e n n ess . O p e n n e s s  w a s  n o t  o n ly  re la te d  to a  ‘n a tu ra l ly ’ f r ie n d ly  

in te ra c t io n a l  s ty le  w ith  c lie n ts , b u t  a lso  le n g th  o f  t r a in in g  e x p e r ie n c e . G re a te r  w e ll-b e in g  

w a s  a s s o c ia te d  w ith  lo w e r  le v e ls  o f  p r iv a te  s e lf - c o n s c io u s n e s s  an d  h ig h e r  le v e ls  o f  

p e rs p e c tiv e - ta k in g .

P a rk in s o n ’s f in d in g s  p ro v id e d  li t t le  e v id e n c e  fo r  H o c h s c h i ld ’s th e s is  th a t 

e m o tio n a l  id e n tif ic a tio n  w ith  th e  w o rk  ro le  n e c e s s a r i ly  le d  to  e m o tiv e  d is so n a n c e . T h o s e  

w h o  c o n n e c te d  th e ir  so c ia l w o rk  p e r fo rm a n c e  to  th e i r  o w n  id e n ti ty  sh o w e d  lo w e r  le v e ls  

o f  p s y c h o lo g ic a l  m a la d ju s tm e n t a n d  h ig h e r  le v e ls  o f  jo b  s a tis fa c tio n . P a rk in s o n  

a t t r ib u te d  th is  re s u lt  to tw o  fa c to rs . F irs t, h a i r d r e s s e r s ’ w o rk  ro le  is  m o re  f le x ib le  a n d  

p e r s o n a l is e d  th a n  th a t o f  f l ig h t  a tte n d a n ts . S e c o n d , h a ird re s s e r s  a re  n o t r e q u ire d  to  m a k e  

th e  m a jo r  e m o tio n a l re -a d ju s tm e n ts  in  o rd e r  to  id e n t i fy  w ith  th e ir  p e rfo rm a n c e .

In  re la t io n  to a m b u la n c e  o ff ic e rs , P a lm e r ’s (1 9 8 3 , 1 9 8 9 ) e th n o g ra p h ic  a c c o u n ts  

o f  e m e rg e n c y  m e d ic a l te c h n ic ia n s , w h ile  n o t  fo c u s in g  s p e c if ic a l ly  o n  e m o tio n a l la b o u r , 

p ro v id e  a  g o o d  d e sc r ip tio n  o f  th e  e m o tio n  m a n a g e m e n t  s tra te g ie s  u ti l is e d  in  th e  c o u rs e  

o f  th e i r  w o rk . I t  is in te re s t in g  to  n o te  th a t th e  s tra te g ie s  P a lm e r  d e sc r ib e d  a re  s im ila r  

S m ith  a n d  K le in m a n 's  f in d in g s  c a n v a s se d  p re v io u s ly .

S m ith  (1 9 8 9 , 199 1 , 1 9 9 2 ) a n a ly s e d  th e  ro le  o f  e m o tio n a l  la b o u r  w ith in  th e  

o c c u p a t io n  o f  n u rs in g . S h e  c o n d u c te d  p a r t ic ip a n t  o b s e rv a t io n  w ith in  a  te a c h in g  h o s p ita l  

in  L o n d o n , an d  fo u n d  th a t n u rs e s  w e re  e x p e c te d  b y  p a t ie n ts  to  fu lf il  a  fe m in in e  ‘c a r in g ’ 

ro le . F o r  th e m , a  f le e tin g  to u c h , a  g e n u in e  s m ile  o r  a  c a r in g  a tt i tu d e  w e re  c o n s id e re d  th e  

m o s t  im p o r ta n t  a ttr ib u te s  fo r  a  n u rs e  to  p o s se s s . S m ith  a lso  fo u n d  th a t n u rs e  m a n a g e rs  

w h o  w e re  a w a re  o f  th e  v a lu e  o f  ‘m a n a g in g ’ th e  e f fe c ts  o f  th e ir  s ta f f s ’ e m o tio n a l  la b o u r
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w e re  m o re  a b le  to  m o tiv a te  th e i r  s tu d e n t n u rse s . W ith  th e  e x c e p tio n  o f  th e  w o rk s  o n  th e  

n u r s in g  a n d  m e d ic a l p ro fe s s io n s  (J a m e s , 1 9 8 9 , 19 9 2 ; S m ith , 198 9 , 1991 ; S m ith  a n d  

K le in m a n , 1 9 8 9 ), m o s t o f  th e  s tu d ie s  d is c u s s e d  h e re  h a v e  s tu d ie d  th e  p ra c t ic e  o f  

e m o tio n a l  la b o u r  o u ts id e  th e  re a lm  o f  o rg a n is a t io n a l  o r  o c c u p a tio n a l  c u ltu re . T h e  n e x t  

c h a p te r  a im s  to  illu s tra te  w h y  a  th o ro u g h  u n d e rs ta n d in g  o f  e m o tio n a l c u ltu re  a n d  h e n c e , 

o rg a n is a t io n a l  e m o tio n a lity  is  v i ta l  in  d e te rm in in g  w h a t  th e  e f fe c t a n d  c o n se q u e n c e s  o f  

e m o tio n a l  la b o u r  m e a n  fo r  b o th  o rg a n is a t io n a l  o u tc o m e s  a n d  in d iv id u a l w e ll-b e in g .
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C H A P T E R  3

T h is  c h a p te r  e x a m in e s  th e  l in k a g e s  b e tw e e n  o rg a n is a tio n , c u ltu re  a n d  

e m o tio n a l i ty .  A s  d is c u s s e d  in  C h a p te r  2 , e m o tio n a li ty  is  a  c ru c ia l  c o m p o n e n t o f  b o th  

o rg a n is a t io n  a n d  c u ltu re , a n d , as su c h , a c ts  as a  s ig n p o s t  fo r  h o w  e m o tio n a l la b o u r  is 

s i tu a te d  w ith  re g a rd s  to  o th e r  w o rk  p ra c tic e s . In  o rd e r  to  e s ta b lis h  th is  lin k a g e , th e  f irs t 

p a r t  o f  th is  c h a p te r  w ill  c r i t ic a l ly  e x a m in e  th e  c o n c e p t  o f  o rg a n is a tio n a l c u ltu re  in  

r e la t io n  to  th e  p o p u la r  th e o re t ic a l  a n d  p ra c t i t io n e r  v ie w  th a t  s u g g e s ts  th e re  is  a  l in k  

b e tw e e n  s tro n g  a n d  u n ita ry  c u ltu re s  a n d  o rg a n is a t io n a l  p e r fo rm a n c e  a n d  o u tc o m e s . A n  

e x a m in a t io n  o f  th e  d if fe re n t th e o re t ic a l  a n d  c o n c e p tu a l a p p ro a c h e s  to  o rg a n is a tio n a l 

c u l tu re  w il l  h ig h lig h t  th e  n e e d  to  v ie w  o rg a n is a t io n s  as g e n d e re d  c u ltu re s , p ro c e s s e s  a n d  

e m o t io n a l  a re n a s . T h e  s e c o n d  p a r t  o f  th is  c h a p te r  e x a m in e s  th e  lin k  b e tw e e n  

o r g a n is a t io n a l  e m o tio n a li ty  a n d  g e n d e r . T h is  l in k a g e  is  an  o f te n  n e g le c te d  a re a  w ith in  

o rg a n is a t io n a l  th e o ry  a n d  th e  s o c io lo g y  o f  g e n d e r  a n d  w o rk . B e c a u se  th e re  h a s  b e e n  

v e ry  l i t t le  e m p ir ic a l a n d  th e o re t ic a l  w o rk  c o n d u c te d  o n  th e  lin k s  b e tw e e n  g e n d e r , w o rk  

a n d  e m o tio n a li ty ,  th is  c o m p o n e n t  o f  th e  c h a p te r  v ir tu a lly  c h a r ts  n e w  te rr ito ry . T h e  th ird  

s e c t io n  o f  th is  c h a p te r  p ro v id e s  a  s u m m a ry  o f  th e  th e o re t ic a l  a n d  c o n c e p tu a l f ra m e w o rk  

th a t  in fo rm s  th e  fo llo w in g  e m p ir ic a l  c h a p te rs .

O R G A N IS A T IO N A L  C U L T U R E : A N  O V E R V IE W

O rg a n is a tio n a l c u ltu re  a s  a  c o n c e p t  h a s  re c e iv e d  a  c o n s id e ra b le  a m o u n t o f  

a t te n t io n  in  re c e n t  y ea rs  b o th  w ith in  o rg a n is a t io n a l  th e o ry  a n d  m a n a g e m e n t l i te ra tu re  

(S c h e in , 19 8 5 ; S m irc ic h , 1 9 8 3 ). In  o rd e r  to  u n d e rs ta n d  o rg a n is a t io n a l  life  m o re  fu lly , an
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a n a ly s is  o f  th e  c u ltu re  o f  th e  g ro u p  o r  o rg a n is a t io n  in  q u e s t io n  h a s  c o m e  to b e  a c c e p te d  

a s  a  n o rm a tiv e  s ta g e  in  d e te rm in in g  h o w  o rg a n is a t io n a l  c h a n g e  a n d  s tra te g y  c a n  b e  

a c h ie v e d  (B a te , 1994 ). H o w e v e r , m o s t  o f  th e  w o rk  c o n d u c te d  o n  o rg a n is a tio n a l c u ltu re  

d if f e r s  w ith  re g a rd  to  d e f in i t io n s  o f  th e  c e n tra l  c o n c e p ts  o f  b o th  c u ltu re  a n d  

o rg a n is a t io n .

O rg a n isa tio n a l a n d  m a n a g e m e n t  th e o ry  h a s  b e e n  c r it ic is e d  fo r  p r iv i le g in g  a  

s t ro n g  b ia s  to w a rd s  m a n a g e r ia l  id e o lo g y  as th e  fo r e m o s t  m a n ife s ta t io n  o f  c u ltu re  w ith in  

a n  o rg a n is a t io n  (M a rtin , 1992 ). M a r t in  a lso  s ta te s  th a t  o rg a n is a t io n a l  c u ltu re  l i te ra tu re  is 

p la g u e d  b y  ‘c o n c e p tu a l c h a o s ’, w h ic h  o f te n  le a d s  to  th e  a d o p tio n  o f  s im p lif ie d  

th e o re t ic a l  p e rsp e c tiv e s . T h is  m e a n s  th a t  m u c h  o f  th is  l i te ra tu re  is l im ite d  in  its a b i l i ty  to  

i l lu m in a te  h o w  c u ltu re  in  o rg a n is a t io n s  c o n tr ib u te s  to  th e  v e ry  b e in g  o f  th e  o rg a n is a t io n  

its e lf . F o r  e x a m p le , A lv e s s o n  (1 9 9 2 )  a rg u e s  th a t  th e  p ra c t i t io n e r  fo cu s  o f  m u c h  o f  th e  

m a n a g e r ia l  lite ra tu re  o n  o rg a n is a t io n  c u ltu re  le a d s  to  a n  o v e r-e m p h a s is  o n  th e  n e e d  fo r  

c u l tu re  to  b e  g o o d , v a lu a b le  a n d  a b o v e  a ll, m a lle a b le .  A lv e s s o n  a rg u es  th a t th e  l in k s  

b e tw e e n  th e  a c a d e m ic  a n d  p ra c t i t io n e r  l i te ra tu re  h a v e  b e e n  so  c lo se  th a t th e y  re n d e r  th e  

d is t in c t io n  b e tw e e n  th e  tw o  in s ig n if ic a n t . T h u s , th e  c o n c e p t  o f  o rg a n isa tio n a l c u ltu re  h a s  

b e c o m e  ju s t  a n o th e r  ‘to o l ’ o f  m a n a g e m e n t,  s im ila r  to  in fo rm a tio n  te c h n o lo g y  o r  

a c c o u n tin g .

W h ile  th is  s itu a tio n  m a y  b e  u s e fu l  in  s o m e  in s ta n c e s ,  th is  c lo se  re la tio n s h ip  h a s  

c re a te d  th e o re tic a l an d  c o n c e p tu a l  p ro b le m s  fo r  m a n y  o rg a n is a t io n a l  th e o ris ts . A  c r is is  

o f  ‘o b je c t iv i ty ’ h a s  m e an t th a t  c o n c e p tu a l  w o rk  h a s  b e c o m e  s e c o n d a ry  to  th e  a c tu a l 

p ro c e s s  o f  c u ltu ra l e n g in e e r in g . In  e q u a tin g  o rg a n is a t io n a l  c u ltu re  w ith  m a n a g e r ia l  

id e o lo g y , th e  su p p o se d  re v o lu tio n  in  m a n a g e m e n t  th e o ry  c o u ld  b e  d e sc rib e d  as a  k in d  o f  

id e o lo g ic a l  v ic to ry  for th o s e  o rg a n is a t io n s  th a t  e s p o u s e  th e  v a lu e  o f  th e  c u ltu r is t
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a p p ro a c h  in  q u e llin g  in d u s tr ia l  c o n f l ic t  a n d  p ro m o t in g  in d u s tr ia l  d e m o c ra c y  a m o n g s t  

e m p lo y e e s  (A lv e s so n  a n d  B e rg , 1 9 9 2 ). T h is  is p a r t ic u la r ly  e v id e n t  in  s tu d ie s  w h ic h  

fo c u s  o n  th e  l in k  b e tw e e n  c u ltu re  a n d  p e r fo rm a n c e  (S a ith e , 19 85 ; D ea l a n d  K e n n e d y ,

1 9 8 2 ) . T h e y  su g g e s t th a t a  s tro n g  c u ltu re  p ro v id e s  fe r ti le  g ro u n d  fo r  im p ro v e d  fisc a l 

p e r fo rm a n c e  in  c o rp o ra te  o rg a n is a tio n s .

T h e  n o tio n  o f  s tro n g  c u ltu re , o n e  th a t  is  c h a ra c te r is e d  b y  c le a r ly  d e f in e d  

a s s u m p tio n s  th a t a re  sh a re d  b y  all o rg a n is a t io n a l  m e m b e rs , is  a t th e  h e a r t o f  m a n y  

a t te m p ts  to  e n g a g e  in  c u ltu ra l e n g in e e r in g  (S c h e in , 1 9 8 5 ). T h e s e  a c c o u n ts  o f  s tro n g  o r  

‘g r e a t ’ c u ltu re s  are , in  e s se n c e , fu n c tio n a lis t  a n d  n o rm a tiv e  d e sc r ip tio n s  o f  

o rg a n is a t io n a l  p ro c e sse s . In  th e  p ro c e s s  o f  m a k in g  th e  d is t in c t io n  b e tw e e n  th e  e x is te n c e  

o f  g re a t  a n d  lo c a l c u ltu re s , A lv e s s o n  (1 9 9 2 :1 1 8 )  h ig h lig h ts  th e  p ro b le m a tic  n a tu re  o f  

o rg a n is a t io n a l  re se a rc h  th a t a d h e re s  to  a  u n i ta ry  c o n c e p tu a lis a t io n  o f  o rg a n is a tio n a l 

c u ltu re . H e  su g g e s ts  th a t re s e a rc h e rs  n e e d  to  a d o p t a  m u lt ip le  p e rs p e c tiv e  w h ic h  h e  c a lls  

th e  ‘m u lt ip le  c u ltu ra l c o n f ig u ra tio n  p e r s p e c t iv e ’ :

O rg a n is a tio n s  c an  b e  u n d e rs to o d  as s h a p in g  lo c a l v e rs io n s  o f  b ro a d e r  

so c ie ta l  a n d  lo c a lly  d e v e lo p e d  c u ltu ra l  m a n ife s ta t io n s  in  a  m u lti tu d e  o f  

w a y s . O rg a n is a tio n a l c u ltu re s  a re  th e n  u n d e rs ta n d a b le  n o t as u n ita ry  

w h o le s  o r  as s ta b le  s ite s  o f  s u b s tru c tu re s  b u t  a s  m ix tu re s  o f  c u ltu ra l 

m a n ife s ta tio n s  o f  d if fe re n t le v e ls  a n d  k in d . P e o p le  a re  c o n n e c te d  to 

d if fe re n t d e g re e s  w ith  o rg a n is a t io n , s u b o rg a n is a t io n a l  u n it , p ro fe s s io n , 

g e n d e r , c la s s , e th n ic  g ro u p , n a tio n .. .c u l tu re s  o v e r la p  in  a n  o rg a n isa tio n a l 

s e tt in g  a n d  a re  ra re ly  m a n ife s te d  in  ‘p u r e ’ fo rm .

T h e  id e a  th a t o rg a n is a tio n a l c u ltu re s  a re  r a re ly  p u re  a n d  im m u n e  fro m  b ro a d e r  

c u ltu ra l  in f lu e n c e s  s tro n g ly  in f lu e n c e s  th e  in te rp re ta t io n  o f  e m p ir ic a l e v id en c e  p re s e n te d  

in  la te r  c h a p te rs . A lth o u g h  th e  Q u e e n s la n d  A m b u la n c e  S e rv ic e  is  u n iq u e  in  te rm s  o f  

h is to r ic a l  in f lu e n c e s  u p o n  c u ltu re , th e  b ro a d e r  c u ltu ra l  in f lu e n c e s  o f  h o w  b o th



m a s c u l in i ty  a n d  e m o tio n a lity  a re  d e f in e d  la rg e ly  d e te rm in e  h o w  th e  m ic ro  c u ltu ra l 

c o n f ig u ra t io n s  a re  d e v e lo p e d  a n d  r e p ro d u c e d .

C U L T U R E  A S  O R G A N IS A T IO N , O R G A N I S A T IO N  A S  C U L T U R E

It w a s  n o t  u n til  th e  e n d  o f  th e  1 9 7 0 s  th a t  o rg a n is a t io n a l  th e o r is ts  b e g a n  to  c h a n g e  

th e i r  p re d o m in a n t  v ie w  th a t o rg a n is a t io n s  w e re  ‘in s tru m e n ta l’ s o c ia l  s tru c tu re s  th a t  

e x is te d  in d e p e n d e n t  o f  c u ltu re . W e b e r ia n  a n d  P a rs o n ia n  th e o rie s  o f  b u re a u c ra c y  a n d  

s o c ia l  s tru c tu re  s tro n g ly  in f lu e n c e d  th e  d e v e lo p m e n t  o f  fu n c tio n a lis t  a p p ro a c h e s  to  

o rg a n is a t io n , w h ic h  w e re  s e e n  to  c o n fo rm  to  g e n e ra l  ru le s  o f  ‘e f f ic ie n c y ’ r a th e r  th a n  

c u ltu ra l  e d ic ts  (D o b b in , 1994 ).

A lb ro w  (1 9 9 2 ) a rg u e s  th a t  a n  o v e ra l l  m is re a d in g  o f  W e b e r  fa c il i ta te d  th is  

te n d e n c y  w ith in  o rg a n is a tio n a l th e o ry  to  d e v e lo p  a c u ltu ra l th e o rie s . A lb ro w  a rg u e s  th a t 

W e b e r  w a s  c a u g h t b e tw e e n  h is  v ie w  o f  s o c ie ty  as  ra tio n a l a n d  a c u ltu ra l , an d  h is  v is io n  

o f  v e r s te h en .  M u c h  o f  th e  e a r l ie r  w o rk  o n  o rg a n is a t io n s  w a s  b a se d  o n  th e  a s s u m p tio n  

th a t  th is  W e b e r ia n  v ie w  o f  ra t io n a l i ty  w a s  u n p ro b le m a tic . C u ltu re  w a s  e i th e r  a n  

u n im p o r ta n t  fe a tu re  o f  o rg a n is a tio n , o r  a  n o n - ra t io n a l  p ro c e ss  th a t in te r fe re d  w ith  th e  

g o a ls  a n d  d ire c tio n  o f  o rg a n is a t io n s  (T a y lo r , 1 9 1 1 ; P a rs o n s , 1951).

E v e n  d u r in g  th e  1 9 8 0 s  w h e n  c u l tu re  w a s  ‘d is c o v e re d ’ w ith in  o rg a n is a t io n a l  

th e o ry , it  w a s  s till  o n ly  v a lu e d  as a  c o m p o n e n t  o f  o rg a n is a tio n , a lo n g  w ith  o th e r  

c o m p o n e n ts  su c h  as s tru c tu re  (B a te , 1 9 9 4 ). T h is  ‘c u ltu re  as v a r ia b le ’ a p p ro a c h  h a s  

h e a v i ly  in f lu e n c e d  p ra c t i t io n e r  w o rk  o n  o rg a n is a t io n a l  c u ltu re  th ro u g h  th e  a d o p tio n  o f  

c u l tu ra l  e n g in e e r in g  b y  m a n y  o f  th e  m a jo r  tr a n s n a t io n a l  c o rp o ra tio n s  (K u n d a , 1 9 9 2 ).

B a te  (1 9 9 4 )  d is t in g u is h e s  b e tw e e n  th e  ra t io n a lis t  ‘c u ltu re  as v a r ia b le ’ a p p ro a c h  

a n d  th e  a n th ro p o lo g ic a l ‘o rg a n is a t io n  as c u l tu r e ’ a p p ro a c h . T h e  la tte r  a p p ro a c h  to
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o rg a n is a t io n a l  c u ltu re  v ie w s  c u ltu re  a n d  o rg a n is a t io n  as o n e  o f  th e  sam e . A s S m irc ic h  

(1 9 8 3 )  s ta te s , o rg a n is a tio n s  d o n ’t h a v e  c u ltu re s  - th e y  a r e  c u ltu re s . B a te  (1 9 9 4 ) su g g e s ts  

th a t  c o n c e p tu a l  d if fe re n tia tio n  is  c ru c ia l  fo r  o rg a n is a t io n s  th a t a re  in th e  p ro c e s s  o f  

d e s ig n in g  c u ltu ra l s tra te g ie s , fo r  th e  a d o p t io n  o f  e a c h  a p p ro a c h  w ill in f lu e n c e  h o w  

s tr a te g y  is  c o n c e iv e d  an d  im p le m e n te d .

F U N C T IO N A L IS T  A P P R O A C H E S  T O  O R G A N IS A T IO N A L  C U L T U R E

F u n c tio n a lis t  c o n c e p tu a lis a t io n s  o f  o rg a n is a t io n a l  c u ltu re  a re  p re m is e d  o n  th e  

a s s u m p tio n  th a t th e  c o n c e p t o f  o rg a n is a t io n a l  c u ltu re  i t s e l f  is  u n p ro b le m a tic . 

O rg a n is a t io n  is c o n s id e re d  a p r io r i  to c u ltu re , w ith  c u ltu re  fu n c tio n in g  as th e  ‘s o c ia l 

g lu e ’ o f  an  o rg a n is a tio n  (H a r lo w  a n d  H e a rn , 1 9 9 5 ). F u n c tio n a lis t  s tu d ie s  o f  

o rg a n is a t io n a l  c u ltu re  d e sc r ib e  c u ltu re  as a  s o u rc e  o f  id e n ti ty  fo r  o rg a n is a tio n a l 

m e m b e r s ;  a  w a y  o f  a s s is tin g  m e m b e rs  to  fo c u s  o n  o rg a n is a t io n a l  g o a ls ; a n d  a  

m e c h a n is m  fo r  c re a tin g  a n d  re p ro d u c in g  o rg a n is a t io n a l  e q u il ib r iu m  (D e a l a n d  K e n n e d y , 

1 9 8 2 ; S ie h l  an d  M a r tin , 19 81 ; P e te rs  a n d  W a te rm a n , 1 9 8 2 ; L o u is , 1980).

C u ltu re  is  e s s e n tia l ly  c o n s id e re d  as  a  p h e n o m e n o n  th a t  is p ro d u c e d  b y  an d  

c o n s u m e d  w ith in  o rg a n is a tio n s . A s  a  p ro d u c t ,  c u ltu re  a c ts  as a  s e n s e -m a k in g  d e v ic e  fo r  

o rg a n is a t io n a l  m e m b e rs  (H a r lo w  a n d  H e a rn , 1 9 9 5 ). C u ltu re  is  a lso  c o n s id e re d  to 

f u n c t io n  as a n  in te g ra tiv e  d e v ic e  th a t  jo in s  th e  in te re s ts  o f  th e  in d iv id u a l o rg a n is a tio n a l 

m e m b e r  w ith  th e  in te re s ts  o f  o th e r  c o m p o n e n ts  o f  a n  o rg a n is a tio n . C u ltu re  is n o t 

s o m e th in g  th a t  o rg a n is a tio n a l m e m b e rs  ‘d o ’, b u t  r a th e r  s o m e th in g  th a t  is d o n e  to.

In  s u m m a ry , a  fu n c tio n a lis t  a p p ro a c h  v ie w s  c u ltu re  as a  s ta b ilis in g  fo rce  w ith in  

a n  o rg a n is a t io n . C u ltu re  is n o t  o rg a n is a t io n , b u t  it is p a r t  o f  th e  id e o lo g ic a l e n g in e  th a t 

d r iv e s  it.
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C o n f lic t-b a s e d  c o n c e p tu a lis a t io n s  fo c u s  o n  th e  ro le  o f  c u ltu re  as an  in te g ra l  p a r t

o f  th e  s tru g g le  fo r  p o w e r, s ta tu s  a n d  c o n tro l  w ith in  a n  o rg a n is a tio n . T h is  a p p ro a c h  d o e s

n o t  v ie w  o rg a n is a tio n a l c u ltu re  as a  s ta b i l is in g  in f lu e n c e , b u t  ra th e r  as a  m a n ife s ta t io n  o f

h o w  c o n tro l  is  a ch ie v e d  w ith in  a  g iv e n  o rg a n is a t io n a l  c o n te x t. T h e  s t ru g g le  fo r

p r iv i le g in g  p a r t ic u la r  k in d s  o f  p o w e r  re la t io n s  a n d  th e  re p ro d u c tio n  o f  n o rm a tiv e  c o n tro l

a re  c e n tr a l  to  c o n f lic t  s tu d ies.

K u n d a ’s (1 9 9 2 ) s tu d y  o f  “ T e c h  E n g in e e r in g ”  is  in s tru c tiv e  h e re . T h r o u g h  h is

in v e s t ig a t io n  o f  h o w  ‘T e c h  d o e s  c u l tu r e ’, K u n d a  d e m o n s tra te s  th a t  c u ltu re  c a n  b e , a n d

in  th e  c a s e  o f  T e c h , u su a lly  is , a  m e c h a n is m  o f  c o n tro l.  K u n d a ’s c o n c e p tu a lis a t io n  o f

c u l tu re  is b a s e d  u p o n  a n th ro p o lo g ic a l d e f in i t io n s  o f  c u ltu re , a n d  th is  a p p ro a c h  is  c e n tra l

to  h is  th e s is . K u n d a ’s d e f in it io n  o f  c u ltu re  in  h e a v ily  in f lu e n c e d  b y  G o o d n o u g h  (1 9 7 0 )

w h o  s ta te s  th a t  c u ltu re  is “ in  th e  h e a r ts  a n d  m in d s  o f  m e n  ( s ic ) .” T h u s , K u n d a ’s

c o n c e p tu a l is a t io n  o f  c u ltu re  re c o g n is e s  th a t  th e re  a  s tro n g  a ffe c tiv e  e le m e n t to  th e

p ro d u c t io n  a n d  tra n s m is s io n  o f  c u ltu re .

K u n d a  a sse r ts  th a t th e  fu n c t io n a l is t  d e f in i t io n  o f  o rg a n is a tio n a l c u l tu re  is  a

s t ro n g ly  e tic  c o n c e p t w h ic h  h a s  c o m e  to  b e  k n o w n  as ‘s t ro n g ’ c u ltu re . T h e  d e v e lo p m e n t

o f  s t ro n g  c u ltu re  is  d e p e n d e n t u p o n  m a n a g e m e n t ’s a b i l i ty  to  e n c o u ra g e  o rg a n is a t io n a l

m e m b e r s  to  in te rn a lis e  c o rp o ra te  g o a ls  a n d  v a lu e s . K u n d a  (1 9 9 2 :1 0 )  s ta te s  th a t  th is  is

a c h ie v e d  th ro u g h  th e  d e v e lo p m e n t o f  s tro n g  e m o tio n a l  a tta c h m e n ts  to  th e se  c o rp o ra te

id e o lo g ie s  a n d  v a lu es :

T h e  p ro c e s s  o f  in te rn a lis a t io n  o f  c o re  c o rp o ra te  v a lu e s  a n d  b e lie fs  a n d  

g o a ls  le s se n s  th e  n e e d  fo r  s u rv e i l la n c e  o r  e x te rn a l  c o n tro l b e c a u s e  

p ro d u c t iv e  w o rk  is a  re s u lt  o f  a  c o m b in a t io n  o f  s e lf -d ire c tio n , in it ia tiv e  

a n d  e m o tio n a l a t ta c h m e n t.. . th is  c o m b in e s  o rg a n is a t io n a l  in te re s t  in 

p ro d u c t iv i ty  w ith  th e  e m p lo y e e ’s p e r s o n a l  in te re s t  in  g ro w th  a n d  

m a tu r ity .
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K u n d a  su g g e s ts  th a t th is  rh e to r ic  o f  c u ltu re  is  in d ic a tiv e  o f  a  s h if t  in  m a n a g e r ia l  

id e o lo g y  to  a  m o re  in te n se  c o m m itm e n t  to  n o rm a tiv e  c o n tro l. E tz io n i (1 9 6 1 ) d e f in e s  

n o rm a tiv e  c o n tro l as th e  p ro c e s s  o f  c o n tro l l in g  th e  o u tp u t  o f  o rg a n is a tio n a l m e m b e rs  

th ro u g h  c o n tro l o f  th e  e m o tio n a l, c o g n i t iv e  a n d  e x p e r ie n tia l  e x p e r ie n c e s  th a t g u id e  th e  

a c t io n s  o f  o rg a n isa tio n a l m e m b e rs . N o rm a t iv e  c o n tro l c a n  b e  v ie w e d  in  tw o  w a y s  - 

e i th e r  as a  s o lu t io n  to  m in im is in g  c o n f l ic t  b e tw e e n  o rg a n is a t io n  a n d  in d iv id u a l as a  w a y  

o f  in c re a s in g  th e  o rg a n is a tio n a l c a p a c ity  fo r  g ro w th  a n d  p ro d u c tiv ity ; o r  as a  w a y  o f  

d e a l in g  w ith  a lie n a tio n  in  th e  w o rk p la c e . A  n u m b e r  o f  p u b lic a t io n s  th a t  h a v e  re fe r re d  to  

s t ro n g  c u ltu re s  h a v e  im p lic it ly  la u d e d  fo rm s  o f  n o rm a tiv e  c o n tro l a s  th e  a n sw e r  to  an  

o rg a n is a t io n ’s e c o n o m ic  a n d  e x is te n tia l  d i le m m a s . K u n d a  s u g g e s ts  th a t  th e se  s tu d ie s  

h a v e  p ro m is e d  an  o rg a n is a tio n a l c u ltu re  in  w h ic h  th e  in d iv id u a l  w o rk e r  h as  a  re n e w e d  

a n d  re v ita l is e d  sen se  o f  s e l f  - in  o th e r  w o rd s ,  a  ‘s e l f  r e g a in e d ’. C o n v e rse ly , n o rm a tiv e  

c o n tro l  c a n  a lso  b e  v ie w e d  as a  fo rm  o f  ty r a n n y  fo r  o rg a n is a t io n a l  m e m b e rs , in  th a t th e  

w a y s  in  w h ic h  it is a c h ie v e d  a re  ‘s u b tle  a n d  p e r s u a s iv e ’ an d , b y  im p lic a tio n , 

m a n ip u la t iv e  a n d  u n d e m o c ra tic  (W h y te , 1 9 5 6 :3 9 7 ) .

K u n d a  (1 9 9 2 :2 2 0 )  d e sc r ib e s  h is  e m p ir ic a l  w o rk  as  an  in d ic a tio n  th a t s tro n g  

c u l tu re s  a re  i l lu s tra tiv e  o f  a  m o v e  to w a rd s  a  fo rm  o f  m a n a g e r ia l  id e o lo g y  th a t fa v o u rs  

n o rm a tiv e  c o n tro l o v e r m o re  d ire c t m e th o d s  o f  s u rv e il la n c e . H e  s ta te s  th a t b u re a u c ra tic  

c o n tro l  d o e s  n o t  c h an g e  ‘in  p r in c ip le ’ u n d e r  n o rm a tiv e  c o n tro l. R a th e r , m a n a g e ria l 

id e o lo g y  sh if ts  its  fo cu s f ro m  s tru c tu ra l c o n tro l  to  c u ltu ra l  c o n tro l. T h is  m e a n s  th a t 

c o rp o ra te  c u ltu re  is n o w  in v o lv e d  m o re  in  c o n tro l l in g  o rg a n is a tio n a l m e m b e rs ’ 

e m o tio n a l  e x p e r ie n c e  o f  th e  o rg a n is a t io n . G iv e n  th a t  th e  Q u e e n s la n d  A m b u la n c e  

S e rv ic e  w a s  u n d e rg o in g  a  fu n d a m e n ta l s tru c tu ra l  c h a n g e  at th e  t im e  o f  th is  s tu d y , 

K u n d a ’s p o in t  re g a rd in g  th e  sh if t  fro m  s tru c tu ra l  to  c u ltu ra l  c o n tro l is an  im p o r ta n t on e .
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In  la te r  c h a p te rs , it w ill b e  d e m o n s tra te d  th a t  in  te rm s  o f  o rg a n is a tio n a l e m o tio n a lity , it 

is  n o rm a tiv e  c o n tro l ra th e r  th a n  d ire c t  s u rv e il la n c e  th a t m a in ta in s  e m o tio n a l c u ltu ra l 

n o rm s  a n d  p ra c tic e s  w ith in  th e  Q u e e n s la n d  A m b u la n c e  S e rv ic e .

P S Y C H O A N A L Y T IC  A P P R O A C H E S  T O  O R G A N IS A T IO N A L  C U L T U R E

P s y c h o a n a ly tic  a p p ro a c h e s  re n d e r  c o n v e n tio n a l  c o n c e p tu a lis a tio n s  o f  

o rg a n is a t io n a l  c u ltu re  in a d e q u a te , b e c a u s e  th e y  fa il  to  a d d re s s  o r  e v e n  a c k n o w le d g e  

o rg a n is a t io n a l  id e n tity  o r  th e  s u b c o n s c io u s  fo u n d a tio n  o f  an  o rg a n is a tio n a l c u ltu re  

(D ia m o n d , 19 9 3 ). O n e  o f  th e  p r in c ip a l  f e a tu re s  o f  th is  p e rs p e c tiv e  is  th e  d if fe re n tia tio n  

b e tw e e n  w h a t S c h e in  (1 9 8 5 ) c a lls  ‘e x p l ic i t  c u l tu r e ’, w h ic h  c o n s is ts  o f  c le a r ly  o b s e rv a b le  

p a t te rn s ,  b e h a v io u rs  an d  v a lu e s ; a n d  ‘im p lic i t  c u l tu r e ’, w h ic h  is c o m p ris e d  o f  an  

u n d e r la y  o f  d e ep  a ssu m p tio n s  th a t g o v e rn  an  o r g a n is a t io n ’s p ro c e s s e s  an d  in te ra c tio n s  

(D ia m o n d , 1 993). D ia m o n d ’s (1 9 9 3 )  d e f in i t io n  o f  o rg a n isa tio n a l c u ltu re  

in c o rp o ra te s  th e  id e a  o f  e x p lic it  ( c o n s c io u s ) , a n d  im p lic i t  (u n c o n s c io u s )  c o m p o n e n ts  o f  

c u l tu re  as g iv e n s :

O rg a n is a tio n a l c u ltu re  is a  p ro d u c t  o f  s o c ia l  in te rv e n tio n  a n d  in te ra c t io n  

th a t  a re  in f lu e n c e d  b y  o rg a n is a t io n a l  h is to ry , a r te fa c ts , p h y s ic a l sp ac e  a n d  

a rc h ite c tu ra l d e s ig n , d e g re e s  o f  fo rm a l i ty  a n d  in fo rm a lity , s o c ia l c o n tro l 

th a t  in v o lv e s  p ro fe s s io n a l a n d  in s t i tu t io n a l  m o d e s  o f  so c ia lis a tio n  o r  

in d o c tr in a tio n , sh a re d  s y m b o ls  a n d  m e a n in g s  fo u n d  in  m y th s , 

o rg a n is a tio n a l le a d e rsh ip  p e r s o n a l i t ie s ,  v a lu e s  a n d  m a n a g e m e n t 

p h ilo s o p h ie s , g ro u p s  as s u b -c u ltu re s , h o s t  c u ltu re s  th a t  in c lu d e  e c o n o m ic  

a n d  p o li t ic a l  ta sk  e n v iro n m e n ts , a n d  h u m o u r /p la y  a t w o rk .

T h is  o v e ra rc h in g  d e f in it io n  in d ic a te s  th a t  p s y c h o a n a ly tic  a p p ro a c h e s  a tte m p t to 

c o v e r  a ll a sp e c ts  o f  c u ltu ra l m a n ife s ta t io n s  in  o rd e r  to  re a c h  th e  la te n t m e c h a n is m s  th a t 

d e te rm in e  h o w  a  c u ltu re  is e x p e r ie n c e d .



A n o th e r  c e n tra l te n e t  o f  th e  p s y c h o a n a ly t ic  a p p ro a c h  is its  fo cu s  o n  c r itic a l 

m o m e n ts .  A c c o rd in g  to  D ia m o n d  (1 9 8 8 ) , su c h  in c id e n ts  a re  o p p o r tu n itie s  fo r  e x p lo r in g  

a n d  id e n tify in g  th e  e m o tio n s  o f  o rg a n is a t io n a l  m e m b e rs  th a t h a v e  e i th e r  b e e n  

s u p p re s s e d  o r  d e n ie d . A s  i l lu s tra te d  in  T a b le  4 , th is  a p p ro a c h  to o rg a n is a tio n a l c u ltu re  

fo c u s e s  o n  th re e  p s y c h o d y n a m ic  s ta g e s  o f  o rg a n is a t io n a l  d e v e lo p m e n t.

T a b le  4

P s y c h o d y n a m ic  S ta g e s  o f  O rg a n is a t io n s

Iv lodes In f a n c y /C h ild h o o d

s e p a ra t io n / in d iv id u a t io n  m e ta p h o rs

P ro to ta x ic  P r e -o rg a n is a t io n a l

(T h e  ‘m o b ’) P re -v e rb a l

N o  id e n tif ia b le  b o u n d a r ie s  

L a c k  o f  d if f e r e n t ia t io n

P a ra ta x ic  D if fe re n tia t io n  o c c u r s ,  b u t it is in c o m p le te

(U s  a g a in s t th e m ) D e fe n s iv e  s o c ia l  s y s te m s

S y n ta x ic  R e s ilie n t o rg a n is a t io n

(M e  a n d  y o u )
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S o u rc e : D ia m o n d  (1 9 9 3 )

T h e  f irs t s tag e , th e  p ro to ta x ic ,  is  c h a ra c te r is e d  b y  a  g ro u p  th a t  is  p re - 

o rg a n is a t io n a l  a n d  p re -v e rb a l. T h e  g ro u p  d is p la y s  n o  id e n tif ia b le  b o u n d a r ie s  a n d  is 

d e f in e d  b y  a  la c k  o f  d if fe re n tia tio n . T h e  c o r re s p o n d in g  p s y c h o d y n a m ic  d e v e lo p m e n ta l 

s ta g e  in  in d iv id u a ls  is  in fa n c y . T h e  s e c o n d  s ta g e  is  p a ra ta x ic .  D if fe re n tia tio n  o c c u rs  at 

th is  s ta g e , b u t  it is  in c o m p le te , w h ic h  le ad s  to  th e  d e v e lo p m e n t  o f  d e fe n s iv e  so c ia l 

s y s te m s . O rg a n is a tio n s  th a t a re  s tu c k  in  th is  s ta g e  o f te n  e x p e r ie n c e  a  c o n s id e ra b le  

d e g re e  o f  c o n flic t, fo r th e y  h a v e  n o t y e t d e v e lo p e d  th e  m e c h a n is m s  to  c o p e  w ith  

a m b ig u i ty  a n d  d iffe re n c e . In s te a d , th e y  v ie w  in te rn a l s tru g g le s  in  te rm s  o f  an  ‘u s  an d



t h e m ’ sc e n a rio . P re s su re  a n d  s tre s s  o f te n  le a d s  to  r e g re s s iv e  b e h a v io u r , w h ic h  in  tu rn  

le a d s  to  d is to r t io n s  in  c o m m u n ic a tio n .

T h e  sy n ta x ic  s tag e  is c h a ra c te r is t ic  o f  th e  r e s i l ie n t  o rg a n isa tio n . In  F r e u d ia n  

te rm s , th is  k in d  o f  o rg a n is a t io n  re p re s e n ts  a n  in d iv id u a l  w h o  h a s  s u c c e s s f u l l y  

c o m p le te d  th e  p ro c e s s  o f  in d iv id u a tio n . D ia m o n d  s u g g e s ts  th a t o rg a n is a t io n s  lo c a te d  

w i th in  th e  p a ra ta x ic  s ta g e  e x p e r ie n c e  d is to r t io n  in  c o m m u n ic a tio n  w h ic h  c a n  le a d  to 

p ro je c t io n s  o f  in te rn a lis e d  n e g a tiv e  e m o tio n s  in to  o th e r  o rg a n is a tio n a l m e m b e rs :

T h e s e  p ro je c tio n s  a re  c h a ra c te r is t ic  o f  le ss  a d v a n c e d  (p ro to ta x ic  a n d  

p a ra ta x ic )  m o d e s  o f  p s y c h o l in g u is t ic  e x p e r ie n c e  a n d  p re v a il  a m o n g  a d u lts  

in  m a n y  o rg a n is a tio n s . (D ia m o n d , 1 9 9 3 :1 2 1 ) .

In  te rm s  o f  th e  s ite  u n d e r  e m p ir ic a l  in v e s t ig a t io n  in  th is  s tu d y , th is  a p p ro a c h  

a s s is ts  in  th e  u n d e rs ta n d in g  o f  w h y  th e  Q A S  d e n ie s  v a r io u s  a sp e c ts  o f  o rg a n is a t io n a l  

e m o tio n a li ty .

I N S T IT U T IO N A L  A P P R O A C H E S  T O  O R G A N IS A T IO N A L  C U L T U R E

T h e  u n d e r ly in g  a s s u m p tio n  o f  th is  a p p ro a c h  is  th a t  c u ltu re  is  o rg a n is a t io n , a n d , 

in  b e in g  so , is  c e n tra l to  h o w  o rg a n is a t io n s  a re  r e p ro d u c e d . D iM a g g io  (1 9 8 8 )  d e s c r ib e s  

in s t i tu t io n a l is a t io n  as an  u n s ta b le  p o li t ic a l  p ro c e s s  th a t  is  re f le c tiv e  o f  p a r t ic u la r  v e s te d  

in te re s ts ,  a n d  th e  o rg a n is a tio n a l m e m b e rs  fo r  w h o m  th e s e  in te re s ts  a re  p a ra m o u n t. 

In s t i tu t io n a l is a t io n  is a lso  a  c o n tin u o u s  p ro c e s s  th a t  n e e d s  to  b e  c o n s ta n tly  re p ro d u c e d . 

T h is  p ro c e s s  o f  r e p ro d u c tio n  is n o t  a lw a y s  a u to m a tic , as o rg a n is a tio n a l m e m b e rs  w h o  

h a v e  a  v e s te d  in te re s t  in  th e  c o n t in u a t io n  o f  th e  in s t i tu t io n a l  a r ra n g e m e n ts  n e e d  to  

e n g a g e  in  c o n tin u a l in s t i tu t io n a l  w o rk  to  m a in ta in  th e ir  h e g e m o n y . In s t i tu t io n a l  

re p ro d u c t io n  n o t  o n ly  o c c u rs  a t c r it ic a l m o m e n ts  w ith in  a n  o rg a n is a t io n ’s lif e c y c le , b u t
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a lso  th ro u g h  re c ru itm e n t a n d  s o c ia l is a t io n  o f  n e w  m e m b e rs , a n d  a n y  d e c is io n

“ in f lu e n c e d  b y  o rg a n is a tio n a l m e m b e r s ’ a l le g ia n c e  to  th e  in s t i tu t io n a l  o r d e r ”

(D iM a g g io , 1 9 8 8 :1 3 ).

T o lb e r t  (1 9 8 8 ) a sse r ts  th a t  th e  in s t i tu t io n a l is a t io n  o f  o rg a n is a tio n a l c u ltu re  is

d e p e n d e n t u p o n  th e d e g re e  o f  c o n g ru e n c e  b e tw e e n  n e w  m e m b e rs  a n d  c u rre n t m e m b e rs .

A c c o rd in g  to  T o lb e rt , s im ila r ity  in  s o c ia l ,  c u ltu ra l  a n d  o c c u p a tio n a l b a c k g ro u n d s  m e a n

th a t  th e re  is  l itt le  n e ed  to  im p le m e n t  m o re  fo rm a l s o c ia l is a t io n  m e c h a n is m s  to  m e rg e

in te rp re ta t iv e  fra m e w o rk s  b e tw e e n  n e w  a n d  e x is t in g  m e m b e rs . T o lb e r t  d ra w s  u p o n  th e

w o rk  o f  B e rg e r  an d  L u c k m a n n  (1 9 6 6 :4 7 -7 2 )  to  i l lu s tra te  h e r  p o in t. B e rg e r  a n d

L u c k m a n n  e x p la in  th a t th e  p ro c e s s  o f  h a b i tu a l is a t io n  o f  a c tio n  a n d  in te ra c tio n

m in im is e s  th e  lik e lih o o d  o f  d is o rd e r  a n d  in c re a s e s  th e  l ik e lih o o d  o f  p re d ic ta b i l i ty  o f

h u m a n  in te ra c t io n . H a b itu a l is a t io n  r e s u lts  in  a c tio n  a c q u ir in g  an  o b je c tiv e  n a tu re , w ith

th e  o r ig in a l  re a so n  fo r th e  a c tio n  ta k in g  p la c e  b e in g  re p la c e d  b y  ra tio n a lis e d  m y th s

a b o u t w h y  c e r ta in  p a tte rn s  o f  a c tio n  o c cu r:

T h e  in s t i tu tio n a lis a tio n  o f  b e h a v io u r  is  c o m p le te d  w h e n  h a b itu a lis e d  

a c tiv it ie s  a re  tra n s m itte d  to  n e w  m e m b e rs . B e c a u s e  th e se  m e m b e rs  h a v e  n o  

k n o w le d g e  o f  th e  h is to r ic a l  o r ig in s  o f  th e  c u ltu ra l e le m e n ts  th a t a re  

tra n s m itte d , th ey  h a v e  a  n o rm a tiv e  fa c t- l ik e  q u a l i ty  (T o lb e r t, 1 9 8 8 :1 0 3 ).

T o lb e r t ’s s tu d y  o f  th e  p ro c e s s  o f  in s t i tu t io n a l is a t io n  in  law  firm s  fo u n d  th a t in  

s i tu a tio n s  w h e re  th e le v e l o f  c o n g ru e n c e  w a s  h ig h , th e re  w a s  le ss  n e e d  fo r  fo rm a l 

t r a n s m is s io n  m e c h a n ism s  to  b e  im p le m e n te d . C o n v e rs e ly , th o se  f irm s  th a t p la c e d  le ss  

e m p h a s is  o n  c u ltu ra l c o n g ru e n c e  w e re  m o re  l ik e ly  to  u ti l is e  fo rm a l m e c h a n is m s  o f  

in s ti tu tio n a lis a tio n .

In  su m m a ry , w h e n  u n d e r ta k in g  a  s tu d y  th a t  in v o lv e s  th e  a n a ly s is  o f  

o rg a n is a t io n a l  cu ltu re , it is n e c e s s a ry  to c o n s id e r  a t m o re  th a n  o n e  a p p ro a c h . T h is
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a p p ro a c h  to  th e  s tu d y  o f  o rg a n is a t io n  a t te m p ts  to  o v e rc o m e  th e  in a d e q u a c y  o f  th e  

c o n c e p tu a lis a t io n  o f  c u ltu re  as  a  v a r ia b le  o r  o b je c t .  O rg a n isa tio n a l c u l tu re  is  

c o n c e p tu a lis e d  as a  p ro c e ss  th a t is g e n d e re d , h is to r is iz e d  a n d  a ffe c t-r ic h . T ra d it io n a l  o r  

fu n c tio n a lis t  a p p ro a c h e s  to  o rg a n is a t io n a l  c u l tu re  a re  l im ite d  in  th e ir  a b ility  to  e lu c id a te  

th e  m a n y  p a tte rn s  a n d  p ro c e s s e s  th a t c o n s t i tu te  o rg a n is a t io n  a n d  h e n c e  o rg a n is a t io n a l  

c u ltu re s . I t  is th e re fo re  e r ro n e o u s  to  ta lk  a b o u t o rg a n is a t io n a l  c u ltu re  as a  s in g le  e n tity , 

fo r  a c k n o w le d g in g  th a t th e re  is v a lu e  is  a p p ro a c h in g  o rg a n is a tio n a l c u ltu re s  f ro m  

m u lt ip le  p e rs p e c tiv e s  m e a n s  th a t  th e re  is  a  p o s s ib i l i ty  th a t  e a c h  ‘s in g le ’ c u ltu re  m a y  in  

fa c t b e  a  c o m p o s ite  o f  m a n y  ‘s u b -c u l tu r e s ’ .

A  C U L T U R A L  M A T R IX  A P P R O A C H  T O  O R G A N IS A T IO N A L  C U L T U R E

M a r tin  (1 9 9 2 ) s ta te s  th a t in  o rd e r  to  u n d e rs ta n d  d if fe re n c e s  a m o n g  th e  th re e

p e rs p e c tiv e s , it is n e c e s sa ry  to  a d o p t a  m e ta - th e o re t ic a l  s tan c e . A  m u lt ip e rs p e c tiv e

a p p ro a c h  to  u n d e rs ta n d in g  c u ltu re s  in  o rg a n is a t io n s  b r in g s  to  th e  s u rfa c e  th e  v ie w p o in ts

o f  c u ltu ra l m e m b e rs . O n c e  th e se  m e m b e rs  a re  h e a rd , th e  n o tio n  o f  a  u n ita ry  o r  s in g u la r

c u ltu re  is a n  o v e rs im p lif ic a tio n .

B e c a u s e  re se a rc h e rs  h a v e  fa ile d  to  a g re e  o n  p re c is e ly  w h a t o rg a n is a tio n a l c u ltu re

is , a  th e o re t ic a l  f ra m e w o rk  is  n e e d e d  in  w h ic h  d if f e r e n t  a p p ro a c h e s  to  c u ltu re  c a n  b e

re p re se n te d . T h is  m a tr ix  a p p ro a c h  to  o rg a n is a t io n a l  c u l tu re  sh o u ld  be ab le  to  c la r ify

w h y  th e se  d if fe re n c e s  o c c u r  a n d  h o w  th e  re la t io n s h ip s  b e tw e e n  th e m  are  m a n ife s te d . A s

M a r t in  (1 9 9 2 :3 6 )  e x p la in s :

R a th e r  th a n  o ffe r in g  y e t a n o th e r  a b s tr a c t  d e f in i t io n  o f  c u ltu re , th e  m a tr ix  

f r a m e w o rk  fo c u se s  o n  th e  c u ltu ra l  m a n ife s ta t io n s  re s e a rc h e rs  a c tu a lly  

s tu d y , w h e n  th e y  c la im  to  b e  s tu d y in g  c u ltu re . W h e n  th e  m a n ife s ta tio n s  o f  

a  c u ltu re  a re  a rra y e d  in  th e  fo rm  o f  a  m a tr ix , th e  p a tte rn  o f  in te rp re ta tio n  

u n d e r ly in g  th a t m a tr ix  re v e a ls  h o w  a  g iv e n  s tu d y  is  d e f in in g  cu ltu re .
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M a r tin  a d o p te d  a  a  th re e -p ro n g e d  m u lt ip e r s p e c t iv e  a p p ro a c h  w h ic h  is b a s e d  

u p o n  fu n c tio n a lis t ,  c o n f lic t/ in s ti tu tio n a l a n d  p o s t-m o d e rn  a p p ro a c h e s  to  o rg a n is a tio n a l 

c u ltu re . A s  il lu s tra te d  in  T a b le  5, th e s e  p e r s p e c t iv e s  a re  n a m e d  in te g ra tio n , 

d if f e r e n t ia t io n  a n d  fra g m e n ta tio n  re s p e c tiv e ly .

T a b le  6 illu s tra te s  th e  d iffe re n t m a n ife s ta t io n s  o f  o rg a n is a tio n a l c u ltu re  w ith  

r e s p e c t  to  fo rm s , p ra c tic e s  a n d  c o n te n t. F o r m s  in c lu d e  r i tu a ls , s to rie s , ja rg o n , h u m o u r , 

a n d  p h y s ic a l  a rra n g e m e n ts  s u c h  as a rc h ite c tu re , in te r io r  d e s ig n  a n d  d re ss  c o d es . 

P r a c t ic e s  in c lu d e  fo rm a l s tru c tu re s , ta sk  a n d  jo b  d e s c r ip t io n s , ru le s  an d  p ro c e d u re s  a n d  

f in a n c ia l  c o n tro ls  as w e ll  as in fo rm a l n o rm s , c o m m u n ic a t io n  p a tte rn s , a n d  s ta n d a rd  

o p e ra t in g  p ro c e d u re s . C o n te n t th e m e s  a re  c o m m o n  th re a d s  o f  c o n c e rn  th a t a re  m a n ife s t  

in  a  s u b s e t  o f  fo rm s  an d  p ra c tic e s . T h e y  c a n  b e  e x te rn a l, th ro u g h  p u b lic is in g  to  a  w id e r  

a u d ie n c e , o r  in te rn a l, su ch  as ta c it, d e e p ly -h e ld  a s s u m p tio n s .

T a b le  5

D e f in in g  C h a ra c te r is tic s  o f  M a r t in ’s T h re e  P e r s p e c tiv e s  o f  O rg a n isa tio n a l C u ltu re

P e rs p e c tiv e In te g ra tio n D if f e re n t ia t io n F ra g m e n ta tio n

O r ie n ta t io n  to O rg a n is a tio n -w id e S u b c u ltu ra l M u ltip l ic i ty  o f  v iew s

c o n s e n s u s c o n s e n s u s c o n s e n s u s (no  c o n se n su s)

R e la t io n s  a m o n g  

m a n ife s ta t io n s

C o n s is te n c y In c o n s is te n c y C o m p le x ity

(n o t c le a r ly  c o n s is te n t

o r  in c o n s is te n t)

O r ie n ta t io n  to  

a m b ig u i ty

E x c lu d e  it C h a n n e l  it

o u ts id e

s u b c u ltu re s

F o c u s  o n  it

M e ta p h o rs C le a r in g  in  ju n g le

m o n o li th

h o lo g ra m

Is la n d s  o f  

c la r i ty  in  s e a  o f  

a m b ig u i ty

W eb , ju n g le

S o u rc e  : M a r t in  (1 9 9 2 :1 3 )  T a b le  1-1
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T a b le  6

C u ltu ra l  F o rm s ritu a ls , s to r ie s , ja rg o n ,  h u m o u r , a rc h ite c tu re , in te r io r  

d e s ig n , d re s s  c o d e s

F o rm a l  C u ltu ra l p ra c tic e s o rg a n is a t io n a l  s tru c tu re , ta sk  a n d  jo b  d e sc r ip tio n s , 

te c h n o lo g y , ru le s  a n d  p ro c e d u re s , f in a n c ia l c o n tro ls

In fo rm a l C u ltu ra l  P ra c tic e s U n w r it te n  n o rm s , c o m m u n ic a tio n  p a tte rn s , s ta n d a rd  

o p e ra tin g  p ro c e d u re s

C u ltu ra l  c o n te n t  th e m e s e x te rn a l/ in te rn a l  p u b l ic is in g  o f  c o rp o ra te  o b je c t iv e s

“ o ff ic e rs  m u s t  c o n f ro n t  th e ir  s tre s s ”

ta c it, d e e p ly  h e ld  a s s u m p tio n s

“T h e  Q A S  is  n o t  fo r  e m o tio n a lly  ‘w e a k ’ m e n ”

S o u rc e  : A d a p te d  fro m  M a r tin  (1 9 9 2 :3 7 )

M a r tin  (1 9 9 2 :)  d e f in e s  o rg a n is a t io n a l  c u ltu re  in  th e  fo llo w in g  p a ssa g e :

T h e  m a n ife s ta t io n s  o f  c u ltu re  in  o rg a n is a t io n s  in c lu d e  fo rm a l an d  in fo rm a l 

p ra c tic e s , c u ltu ra l fo rm s  (su c h  as r i tu a ls ,  s to r ie s , ja rg o n , h u m o u r  a n d  

p h y s ic a l  a r ra n g e m e n ts ) ,  a n d  c o n te n t th e m e s . In te rp re ta t io n  o f  th e se  c u ltu ra l 

m a n ife s ta t io n s  v a ry . T h e  p a tte rn  o r  c o n f ig u ra t io n  o f  in te rp re ta tio n s  

(u n d e r ly in g  m a tr ix  o f  c u ltu ra l  fo rm a tio n s )  c o n s t i tu te s  c u ltu re .

M a r t in ’s c u ltu ra l m a tr ix  m o d e l p ro v id e s  a  c le a r  m e th o d  o f  i l lu s tra tin g  h o w  

c u ltu re s  c a n  s im u lta n e o u s ly  b e  h o m o g e n o u s , c o n f l ic tu a l  a n d  a m b ig u o u s . A n  a n a ly s is  o f  

th e  c u ltu ra l  m a tr ix  m o d e l w il l  a s s is t  in  e x p la in in g  h o w  a  p lu ra l is t  ra th e r  th a n  a  s in g u la r  

a p p ro a c h  to  o rg a n is a t io n a l  c u ltu re  is  p re fe ra b le .

IN T E G R A T IO N  P E R S P E C T IV E

O rg a n is a tio n a l th e o r is ts  w h o  w o rk  w ith in  th e  in te g ra t io n is t  fra m e w o rk  d e f in e  

o rg a n is a tio n a l c u ltu re  as th a t w h ic h  is c lea r, c o n s e n s u a l ,  c o n s is te n t  and  sh a re d . F o r  

e x a m p le , S c h e in  (1 9 9 1 :2 4 7 ) s tre s s e s  th a t  a  c u ltu re  is  o n ly  d e f in e d  b y  w h a t is sh a re d :
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. . .O n ly  w h a t is sh a re d  is , b y  d e f in it io n , c u ltu ra l.  I t  d o e s  n o t m a k e  sen se , 

th e re fo re , to  th in k  o f  h ig h  o r  lo w  c o n s e n s u s  c u ltu re s , o r  c u ltu re s  o f  

a m b ig u ity  o r  c o n flic t. I f  th e re  is  n o  c o n s e n s u s  o r  i f  th e re  is c o n f lic t  o r  i f  

th in g s  a re  a m b ig u o u s , th e n  b y  d e f in it io n , th a t  g ro u p  d o e s  n o t  h a v e  a  

c u ltu re  w ith  r e g a rd s  to  th o s e  th in g s .

H o w e v e r , in te g ra tio n is ts  d o  d if f e r  w ith  r e g a rd  to  e x a c tly  w h a t  is  sh a red . S c h e in

(1 9 8 5 :6 )  c ite s  b a s ic  a s s u m p tio n s  o f  a  g ro u p  o r  o rg a n is a t io n  as th e  e s se n c e  o f  w h a t

c u ltu re  is , a n d  tre a ts  v a lu e s  a n d  b e h a v io u rs  as ‘o b s e r v e d ’ m a n ife s ta t io n s  o f  th a t c u ltu ra l

e s s e n c e . H o w e v e r , S ie h l a n d  M a r tin  (1 9 8 1 :2 2 7 )  d e f in e  o rg a n is a tio n a l c u ltu re  as ‘th e

g lu e  th a t  h o ld s  an  o rg a n is a t io n  to g e th e r  th ro u g h  s h a re d  p a tte rn s  o f  m e a n in g ’. T h is

d e f in i t io n  is  s im ila r  to  th a t  o f  S a ith e  (1 9 8 5 )  w h o  a lso  s e e s  c u ltu re  as a  sh a re d  s e t  o f

u n d e rs ta n d in g s . In te g ra tio n is ts  a lso  d if f e r  w ith  r e g a rd  to  th e  d e p th  o f  s h a r in g  m e a n in g s .

M a r t in  (1 9 9 2 )  s ta te s  th a t s o m e  in te g ra t io n  s tu d ie s  d e f in e  c u ltu re  in  te rm s  o f  fo rm a l an d

e x te rn a l  p u b lic a tio n s  a n d  a n n o u n c e m e n t o f  c o n te n t  th e m e s  s u c h  as m is s io n  s ta te m e n ts .

O th e rs  s u c h  as B a r le y  (1 9 9 1 :3 9 )  a rg u e  th a t  a  fo c u s  o n  th e se  k in d s  o f  c u ltu ra l

m a n ife s ta t io n s  in v o k e s  a  s u p e r f ic ia l  c o n c e p tu a l is a t io n  o f  o rg a n is a t io n a l  cu ltu re :

O rg a n is a tio n a l th e o r is ts  o f te n  c la im  th a t  c u l tu re  is  b e s t  u n d e rs to o d  as a  se t 

o f  a s s u m p tio n s  o r  a n  in te rp re ta t iv e  f r a m e w o rk  th a t  u n d e rg ird s  d a ily  life  in  

a n  o rg a n isa tio n  o r  o c c u p a tio n . H o w e v e r , d e sp ite  su c h  th e o re tic a l 

p ro n o u n c e m e n ts , fe w  o rg a n is a t io n a l  re s e a rc h e r s  h a v e  a c tu a lly  b o th e re d  to  

s tu d y  th e  d eep  s tru c tu re  o f  a  w o rk  se tt in g . In s te a d , m o s t h a v e  fo c u se d  o n  

s y m b o lic  p h e n o m e n a  th a t  lie  o n  th e  s u r fa c e  o f  e v e ry d a y  life: s to rie s , 

m y th s , lo g o s , h e ro e s , a n d  a s s o r te d  o th e r  v e rb a l  o r  p h y s ic a l a r te fa c ts . F o r  

th is  re a so n , c u ltu ra l re s e a rc h  ty p ic a lly  b e la b o u r s  th e  o b v io u s  w h ile  fa il in g  

to  re v e a l th e  c o re  o f  th e  in te rp re ta t iv e  s y s te m  th a t  le n d s  a  c u ltu re  its  

c o h e re n c e .

M a n y  in te g ra tio n  s tu d ie s  a lso  e m p h a s is e  th a t  i t  is th e  u n iq u e  a sp e c t o f  a  c u ltu re  

th a t d is t in g u is h e s  on e o rg a n is a t io n a l  c u ltu re  f ro m  a n o th e r  (C la rk , 1972 ; S c h e in , 19 8 5 ;

O tt, 1 9 8 9 ).



O n e  o f  th e  s h o r tc o m in g s  o f  th e  in te g ra t io n  p e rs p e c tiv e  is th a t it d o e s  n o t 

a d e q u a te ly  a d d re ss  th e  is su e  o f  d is s e n t  o r  d e v ia n c e . In  re la tio n  to  th e  Q u e e n s la n d  

A m b u la n c e  S e rv ic e , th e  so le  a d o p tio n  o f  a n  in te g ra tio n is t  a p p ro a c h  m a y  b y -p a s s  a n y  

a n a ly s is  o f  d eep  c u ltu re  a n d  re s u lt  in  a  s u p e r f ic ia l  a c c e p ta n c e  o f  m a n a g e r ia l  id e o lo g y .

T h e  m e th o d  c h o se n  to  c o lle c t  d a ta  w ith in  th is  s tu d y  a lso  lim its  th e  k in d  o f  

c o n c e p tu a l  a p p ro a c h  to  o rg a n is a t io n a l  c u ltu re  th a t  is  to  b e  a d o p te d . B y  its  v e ry  n a tu re , 

f ie ld w o rk  is  h e a v ily  w e ig h te d  in  f a v o u r  o f  c o n f ic t-b a s e d  a p p ro a c h e s , b e c a u s e  

f ie ld w o rk e rs  re ly  o n  d e s c r ip tio n  a n d  o b s e rv a t io n  o f, a n d  d ire c t in v o lv e m e n t in , c r i t ic a l  

in c id e n ts  w ith in  th e  f ie ld w o rk  s ite  to  g le a n  in fo rm a tio n  a b o u t p o w e r  re la t io n s  th a t  

w o u ld  h ith e r to  b e  h id d e n  fro m  th e  re s e a rc h e r . W h ile  a  d if fe re n tia tio n  p e rs p e c tiv e  m a y  

p r o v id e  m u c h  o f  th e  f ra m e w o rk  o f  a  q u a li ta t iv e  s tu d y  o f  o rg a n is a tio n a l c u ltu re , in  th is  

in s ta n c e  o th e r  p e rs p e c tiv e s  a re  e q u a lly  im p o r ta n t  a n d  th e re fo re  u tilis e d .

D IF F E R E N T IA T IO N  P E R S P E C T IV E

W h ile  s tu d ie s  lo c a te d  w ith in  th e  d if f e r e n t ia t io n  p e rs p e c tiv e  a c k n o w le d g e  th a t  

s h a re d  m e a n in g s  a n d  b a s ic  a s s u m p tio n s  a re  im p o r ta n t  in  d e f in in g  o rg a n is a tio n a l c u ltu re , 

th e y  d if f e r  fro m  in te g ra tio n is t  s tu d ie s  in  th a t  th e y  e m p h a s is e  th e  p o litic a l n a tu re  o f  

o rg a n is a t io n s .  T h e  m a in  d if fe re n c e  b e tw e e n  th e  tw o  is th a t th e  d if f e r e n tia t io n  

p e r s p e c t iv e  d e f in e s  o rg a n is a tio n a l c u ltu re  in  te rm s  o f  c o n se n s u s  w ith in  s u b -c u ltu re s , 

r a th e r  th a n  w ith in  th e  w h o le  o rg a n is a t io n  (L o u is , 19 8 5 ; G re g o ry , 1983; S m irc ic h , 1 9 8 3 ; 

V a n  M a a n e n  a n d  B a r le y , 198 5).

D if fe re n tia tio n  s tu d ie s  a re  m o re  l ik e ly  to  c o n c e n tra te  o n  th e  ro le  th a t  s u b 

c u l tu re s  p la y  w ith in  a g iv e n  o rg a n is a t io n a l  c o n te x t . C u ltu re  is d e f in e d  as th a t w h ic h  is 

s h a re d  b y  th e  g ro u p  ra th e r  th a n  a  w h o le  o rg a n is a t io n  (S m irc ic h , 19 8 3 ; L o u is , 1 9 8 5 ; V a n
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M a a n e n  a n d  B a r le y , 1985 ). T h e s e  s tu d ie s  a re  m o re  l ik e ly  to  v ie w  o rg a n is a tio n a l c u ltu re  

a s  a  m u lt ic u l tu ra l  p h e n o m e n o n  (G re g o ry , 1 9 8 3 ).

S tu d ie s  lo c a te d  w ith in  th e  d if f e r e n t ia t io n  p e r s p e c t iv e  a im  to  i llu s tra te  h o w  

o rg a n is a t io n -w id e  c o n se n su s  is  an  i l lu s io n . In  ta k in g  a n  o p p o s itio n a l a p p ro a c h , a 

d if f e r e n t ia t io n  p e rsp e c tiv e  a c k n o w le d g e s  th a t  th e  e x is te n c e  o f  su b -c u ltu re s  m e a n s  th a t 

c o n s e n s u s  w ith  re g a rd s  to  th e  m e a n in g  o f  o rg a n is a t io n a l  c u ltu re  is  im p o ss ib le . W ith  

re fe re n c e  to  T a b le  6, th e  th re e  d e f in in g  c h a ra c te r is t ic s  o f  o rg a n is a tio n a l c u ltu re  f ro m  

th is  p e r s p e c t iv e  a re  in c o n s is te n c y , s u b -c u ltu ra l  c o n s e n s u s ,  a n d  th e  m a rg in a lis a tio n  o f  

a m b ig u ity  (M a rtin , 1 9 9 2 :8 3 ). T h ro u g h  fo c u s in g  o n  th e  a c k n o w le d g e m e n t o f  c o n f l ic t  

a n d  th e  v e s te d  in te re s ts  o f  p a r t ic u la r  s u b -c u ltu re s ,  th e  d if f e re n tia t io n  p e rs p e c tiv e  is 

u s e fu l  fo r  e x p o s in g  p o w e r  re la t io n s  w i th in  a n  o rg a n is a t io n . W h ile  in te g ra tio n  s tu d ie s  

o f te n  re s u l t  in  a  d e sc r ip tio n  o f  ‘c o rp o ra te  c u l tu r e ’, d if f e r e n tia t io n  s tu d ie s  a re  m o re  l ik e ly  

to  h ig h l ig h t  s u b -c u ltu ra l a sp e c ts  o f  an  o rg a n is a t io n , p a r t ic u la r ly  su b -c u ltu re s  th a t d o  n o t 

h a v e  a c c e s s  to  th e  sam e  d e g re e  o f  p o w e r  a n d  s ta tu s  a s  o th e rs  m a y  do w ith in  th e  

o rg a n is a tio n .

T w o  e x a m p le s  o f  d if f e r e n tia t io n  s tu d ie s  th a t  h ig h l ig h t  th e  v a lu e  o f  su c h  a  

p e rs p e c tiv e  a re  V a n  M a a n e n ’s (1 9 9 1 )  e th n o g ra p h y  o f  D is n e y la n d  as a  w o rk p la c e , a n d  

C o l l in s o n ’s (1 9 8 8 )  s tu d y  o f  s h o p f lo o r  f a c to ry  w o rk e rs . V a n  M a a n e n ’s ‘r e a l i s t ’ 

d e s c r ip tio n  o f  th e  te n s io n s  a n d  re s is ta n c e  w ith in  a n d  b e tw e e n  D is n e y la n d  w o rk e rs ’ s u b 

c u ltu re s  b e l ie s  th e  c o rp o ra te  D is n e y  im a g e  o f  c o l le c t iv e  h a p p in e s s . T h e  ‘S m ile  F a c to ry ’ 

a s  a  w o rk p la c e  h a s  an  u n d e rb e lly  th a t is  f r a u g h t  w ith  e n v y  o f  w o rk e rs  in  o th e r, m o re  

p re s t ig io u s  su b -c u ltu re s  w ith in  D is n e y la n d , th e  c o n tin u a l  a v o id a n c e  b y  w o rk e rs  fro m  

th e  h y p  e r -su rv e illa n c e  p ra c tic e d  b y  m id d le  m a n a g e m e n t ,  e m o tiv e  d is so n a n c e  fro m
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h a v in g  to  p ro c e s s  th o u sa n d  o f  p a rk  ‘g u e s t s ’, a n d  d re a m s  th a t  h a v e  y e t to  a n d  p ro b a b ly  

w o n ’t  c o m e  t r u e . 6

A n  in te g ra tio n is t  s tu d y  o f  D is n e y la n d  w o u ld  h a v e  p ro b a b ly  c o n c e n tra te d  o n  h o w  

w o rk e r s  c o m e  to g e th e r  to  fo rm  a  ‘h a p p y ’ b a n d  o f  D is n e y la n d  c h a ra c te rs , c h a rm in g  th e  

th o u s a n d s  w h o  v is it  th e  p a rk , a n d  k e e p in g  th e  D is n e y  d re a m  a liv e . H o w e v e r , an  

e th n o g ra p h ic  a p p ro a c h  re v e a le d  th a t, as a  w o rk p la c e , D is n e y la n d  is  a n y th in g  b u t  a  

d re a m .

S im ila r ly , C o l l in s o n ’s s tu d y  o f  a  n o r th e rn  E n g l is h  fa c to ry  sh e d s  l ig h t o n  h o w  a 

d if f e r e n t ia t io n  p e rs p e c tiv e  c a n  u n c o v e r  te n s io n s  a n d  c o n f l ic t  b e tw e e n  w o rk e rs  a n d  

m a n a g e m e n t,  a n d  w o rk e rs  th e m s e lv e s . O n  a  s u p e r f ic ia l  le v e l, th e  m a le  w o rk e rs  o n  th e  

s h o p f lo o r  a p p e a re d  jo v ia l  a n d  lig h t-h e a r te d , b u t  fu r th e r  in v e s t ig a tio n  b y  C o ll in s o n  fo u n d  

th a t  s u c h  h u m o u r  is u s e d  to  b o th  u n ite  a n d  d iv id e  w o rk e rs .  H u m o u r  is  u se d  as a  c u ltu ra l  

d e v ic e  e i th e r  to  re s is t  c o rp o ra te , w h ite  c o l la r  m a s c u l in i ty ,  o r  to c o n tro l d e v ia n t w o rk e rs  

w h o  n o t  n o t  a d h e re  to th e  d o m in a n t  s h o p f lo o r  m a s c u lin i ty .

B o th  th e se  s tu d ie s  i l lu s tra te  th a t  v ie w in g  o rg a n is a t io n a l  c u ltu re  as a  s in g u la r  

e n ti ty  is  l im it in g , b e c a u s e  w o rk e rs  e n g a g e d  in  c o u n te r -h e g e m o n ic  a c tiv itie s  to  c o n tro l 

th e ir  o w n  w o rk in g  liv e s . T h e  D is n e y la n d  e x a m p le  d e m o n s tra te s  h o w  w o rk e rs  

c o n s is te n t ly  a n d  s o m e tim e s  s u c c e s s fu lly  a t te m p t to  a c h ie v e  f re e d o m  fro m  th e  e v e r 

p r e s e n t  s u rv e il la n c e  to w h ic h  th e y  a re  c o n t in u a l ly  s u b je c te d . T h e y  a ch ie v e  th is  th ro u g h  

b e c o m in g  m e m b e rs  o f  a  s u b -c u ltu re  th a t tr ie s  to  d e v e lo p  so m e  d e g re e  o f  a u to n o m y  a n d  

p o w e r . In  C o ll in s o n ’s s tu d y , w o rk e rs  fo rm  s u b -c u ltu re s  in  o rd e r  to  a sse rt th e i r  p la c e

6 V a n  M a a n e n  ( 1 9 9 1 )  d e s c r i b e s  D i s n e y l a n d  a s  w o r k p l a c e  t h a t  i s  c h a r a c t e r i s e d  b y  a  r i g i d  m i l i t a r i s t i c  h e i r a r c h y  o f  

w o r k e r s .  T h e  s t a t u s  o f  t h e  w o r k e r  i s  d e t e r m i n e d  b y  t h e  t h e  d e g r e e  o f  t r a i n i n g  r e q u i r e d  t o  d o  t h e  j o b .  t h e  a m o u n t  o f  

a u t o n o m y  a f f o r d e d  t h e  w o r k e r  a n d  t h e  l e v e l  o f  p r e s t i g e  t h e  w o r k e r  e n j o y s .  T h e  h e i r a r c h y  r a n g e s  f r o m  t h e  w o r k e r s  

w i t h  l e a s t  s t a t u s  s u c h  a s  c l e a n e r s  a n d  k i t c h e n h a n d s  t o  t h o s e  w i t h  t h e  h i g h e s t  s t a t u s  s u c h  a s  t h e  w e l l - d r e s s e d ,  b i 

l i n g u a l  p a r k  g u i d e s .  V a n  M a a n e n ’ s  d e s c r i p t i o n  o f  w o r k i n g  l i f e  a t  D i s n e y l a n d  c o n t r a d i c t s  t h e  D i s n e y  i d e o l o g y  t h a t  

p r o m o t e s  t h e  A m e r i c a n  d r e a m  a n d  w h i c h  i s  i n s t i t u t i o n a l i s e d  i n  t h e  D i s n e y  t h e m e  : W hen  y o u  w ish  u p o n  a  s ta r ,  

m a k e s  n o  d i j fe r e n c e  w h o  y o u  are . W h e n  y o u  w ish  u p o n  a  s ta r ,y o u r  d r e a m s  c o m e  true.



w ith in  th e  fa c to ry . T h e y  d o  th is  th ro u g h  re p ro d u c in g  fo rm s  o f  m a s c u lin i ty  th a t  a re  

d i s t in c t  fro m , a n d  in  so m e  w a y  o p p o s it io n a l  to  w h ite  c o lla r  m a sc u lin ity .

T h e re fo re , w h ile  th e re  m a y  b e  s u b c u ltu ra l  c o n se n s u s , th is  d o e s  n o t  a lw a y s  

e x te n d  to  th e  o rg a n is a tio n  as a  w h o le . W ith in  d if f e r e n tia t io n  s tu d ie s , in c o n s is te n c ie s  at 

th e  le v e l  o f  a c tio n , s y m b o l a n d  id e o lo g y  a re  e x p o se d . M a r tin  (1 9 9 2 :1 1 1 )  s u g g e s ts  th a t 

th e  p ro b le m  o f  d e f in it io n  o f  u n iq u e n e s s  o f  c u l tu re  w ith in  th e  d if fe re n tia tio n  p e rs p e c tiv e  

m a y  b e  s o lv e d  b y  a d o p tin g  a  ‘n e x u s ’ a p p ro a c h  to  o rg a n is a tio n a l c u ltu re :

W h a t  is u n iq u e  a n d  ‘o rg a n is a t io n a l ’ th e n , is  th e  w a y  a  p a r t ic u la r  m ix  o f  

c u ltu re s  c o m b in e s  a n d  in te ra c ts  w i th in  a  g iv e n  o rg a n is a t io n ’s b o u n d a ry .

W h a t  M a r tin  is s u g g e s t in g  h e re  is  th a t  o rg a n is a t io n s  a re  n o t  is o la te d  e n tit ie s  

d e v o id  o f  c o n ta c t w ith  th e  w id e r  c u ltu ra l m il ie u , b u t  ra th e r  th a t th e  in te rp la y  b e tw e e n  

m a c r o  c u ltu re s  a n d  m ic ro  c u ltu re s  is n o t  o n ly  in e v ita b le  b u t  d e s ira b le . M ills  (1 9 8 8 :3 5 5 )  

a ls o  c o n c u r s  th a t  o rg a n is a tio n a l c u ltu re  is  s o m e w h a t in se p a ra b le  f ro m  c u ltu re s  o u ts id e  

th e  o rg a n is a t io n  in  q u e stio n :

T h e  p o in t  is  m a d e  th a t  p e o p le  d o  n o t  le a v e  th e ir  c u ltu ra l p e rs p e c tiv e  a t th e  

g a te s  o f  o rg a n is a tio n s , th e y  e n te r  w i th  th e m  a n d  th is  h a s  a n  im p o r ta n t 

b e a r in g  o n  o rg a n is a tio n a l p e rc e p tio n s .

F R A G M E N T A T I O N  P E R S P E C T IV E

T h e  f ra g m e n ta tio n  p e r s p e c tiv e  is c h a ra c te r is e d  b y  a  fo c u s  o n  a m b ig u ity , 

c o m p le x  re la t io n s h ip s  a m o n g  m a n ife s ta t io n s ,  a n d  m u lt ip l ic i ty  o f  in te rp re ta tio n s . C e n tra l  

to  th is  p e r s p e c t iv e  is the D e r r id e a n  c o n c e p t  o f  ‘d i f f e r a n c e ’, w h ic h  a s s is ts  in  e x p la in in g  

th e  c o -e x is te n c e  o f  c o m p le x ity , m u lt ip l ic i ty  a n d  flux .
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A c c o rd in g  to  M a r tin  (1 9 9 2 :1 3 9 ) ,  th is  a p p ro a c h  is a n  a n tid o te  fo r  “ th e  

s h o r tc o m in g s  o f  m o re  s im p lif ie d , o p p o s i t io n a l  m o d e s  o f  th in k in g ” . M a r tin  (1 9 9 2 :1 3 9 )  

e x p la in s  th e  im p o r ta n c e  o f  d if fe ra n c e  in  th e  fo llo w in g  w ay :

D if fe ra n c e  im p lie s  th a t  m e a n in g  e m e rg e s  f ro m  a  p ro c e s s  o f  d e fe rra l. 

T h e re fo re , s o m e th in g  is  u n d e rs to o d  in  a  c e r ta in  w a y  o f  w h a t it (a p p a re n tly )  

is  n o t. P re se n c e  is  u n d e rs to o d , in  p a r t  b y  a n  a n a ly s is  o f  w h a t is  ab sen t.

T h e re fo re , th e  f ra g m e n ta t io n  p e r s p e c t iv e  is  as  m u c h  a b o u t re a d in g  s i le n c e s  as it

is  a b o u t  re a d in g  w h a t is  a p p a re n t. W ith in  th is  p e rs p e c tiv e , o rg a n is a tio n a l c u l tu re  is

d e f in e d  as a  w e b  o f  o rg a n is a t io n a l  m e m b e rs  w h o  a re  in te rm itte n tly  a n d  lo o s e ly

in te rw o v e n  b y  th e ir  c h a n g in g  p o s it io n s  o n  v a r io u s  is su e s . A s  M a r tin  (1 9 9 2 :1 5 3 )  s ta te s :

T h e ir  in v o lv e m e n t, th e ir  s u b -c u ltu ra l  id e n ti t ie s  a n d  th e ir  in d iv id u a l s e lf 

d e f in it io n s  f lu c tu a te , d e p e n d in g  u p o n  w h ic h  is su e s  a re  a c tiv a te d  at a  g iv e n  

m o m e n t.

T h is  ‘p o s t-m o d e rn ’ a p p ro a c h  to  o rg a n is a t io n a l  c u ltu re  is  s till  a  v e ry  re c e n t  

p h e n o m e n o n , a n d  v e ry  fe w  s tu d ie s  h a v e  a d o p te d  it  (L in s te a d  a n d  G ra f to n -S m a ll  1 9 9 2 ). 

O n e  e x c e p tio n  is M e y e rs o n ’s (1 9 9 1 )  s tu d y  o f  a m b ig u i ty  a n d  flu x  w ith in  an  o c c u p a tio n a l  

s u b c u l tu re  o f  h o sp ita l  s o c ia l  w o rk e rs . M e y e rs o n  fo u n d  th a t  a m b ig u ity  a b o u t 

o c c u p a tio n a l  ro le s  a n d  lo c a tio n s  w ith in  th e  w id e r  h o s p ita l  c o n te x t w a s  s o m e th in g  th a t  

s o c ia l  w o rk e rs  c o n s ta n tly  n e g o tia te d  b o th  w ith in  th e ir  o w n  g ro u p  a n d  w ith in  th e  w id e r  

h o s p i ta l  c u ltu re . W h a t w a s  o f te n  p e rc e iv e d  as a  w e a k n e s s  a lso  tu rn e d  o u t to  b e  a  

p o w e r fu l  to o l w h ic h  w a s  u s e d  to p ro v id e  u s e fu l  s e rv ic e s  to  c lie n ts . T h e  a m b ig u o u s  

n a tu re  o f  s o c ia l w o rk  i t s e l f  a id e d  s o c ia l  w o rk e rs  in  a s s is t in g  c lie n ts  to  tra v e rse  th e  o f te n  

r ig id  a n d  h o s tile  e n v iro n m e n t o f  th e  h o s p ita l .  B e in g  c o n s id e re d  o u ts id e  b u t a lso  p a r t  o f  

th e  h o s p ita l  c u ltu re  w a s  s o m e tim e s  a  n e c e s s a ry  re q u ire m e n t fo r  so c ia l w o rk e rs  to  

u n d e rs ta n d  th e ir  c l ie n ts ’ d ile m m a s .
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T h e s e  th re e  p e rs p e c tiv e s  h a v e  b e e n  d e s c r ib e d  in  d e ta i l  b e c a u se  th is  a s s is ts  in  

u n d e rs ta n d in g  ju s t  h o w  d is p a ra te  th e  s tu d y  o f  o rg a n is a t io n a l  c u ltu re  is. It i l lu s tra te s  th e  

p i t f a l l s  in  a d o p tin g  a  s in g le  d e f in i t io n  o r  p e r s p e c t iv e  as  a  c o n c e p tu a l f ra m e w o rk  w h e n  

a n a ly s in g  o rg a n is a tio n a l c u ltu re . A d o p tin g  a  s in g le  p e r s p e c t iv e  m a y  re s u lt  in  an  a n a ly s is  

th a t  is  n o t  o n ly  in c o m p le te , b u t  in a d e q u a te  in  te rm s  o f  e x p la n a to ry  p o w e r.

T h is  is  e sp e c ia lly  im p o r ta n t  in  th is  in s ta n c e , w h e re  th e  fo c u s  is o n  e m o tio n a l  

c u ltu re  a n d  h o w  it is m a n ife s te d  th ro u g h  o rg a n is a t io n a l  c u ltu re . A n  in te g ra tio n is t  s tu d y  

o f  e m o tio n a l  c u ltu re  m a y  o n ly  b e  c a p a b le  o f  i l lu m in a tin g  th e  c o n se n su a l, c o rp o ra te  

m a n ife s ta t io n s  o f  e m o tio n a lity  in  a  g iv e n  o rg a n is a t io n . A  d if fe re n tia tio n  a p p ro a c h  m a y  

e x p o s e  th e  p o w e r  re la tio n s  th a t  a re  c e n tr a l  to  h o w  e m o tio n a l  c u ltu re  is p ro d u c e d  a n d  

re p ro d u c e d . H o w e v e r , so le  a d o p tio n  o f  th is  a p p ro a c h  m a y  o v e r lo o k  th e  ro le  o f  a g e n c y , 

s u b je c t iv i ty  a n d  m u ltip l ic i ty  in  th e  c o n s t i tu t io n  a n d  in s t i tu t io n a lis a t io n  o f  e m o tio n a l  

c u ltu re . A  f ra g m e n ta tio n  a p p ro a c h  is e s p e c ia l ly  u s e fu l in  ‘r e a d in g ’ s ile n ce s  in h e re n t  in  

e m o tio n a l  c u ltu re , an d  fo r  th is  r e a s o n  a lo n e , it  n e e d s  to  b e  c o n s id e re d  a  u se fu l a p p ro a c h  

in  th is  in s ta n c e .

“ R E A D IN G  S IL E N C E S  I ”  : E M O T IO N A L IT Y  A N D  O R G A N IS A T IO N  C U L T U R E

T h is  s e c tio n  a im s to  i l lu s tra te  th e  l in k a g e s  b e tw e e n  th e  p ra c tic e s  a n d  b e lie fs  

a s s o c ia te d  w ith  e m o tio n a lity  a n d  o rg a n is a t io n a l  c u ltu re . E m o tio n a lity , o r  th e  p ro c e s s  o f  

b e in g  e m o tio n a l  (D en z in , 1 9 8 4 ), is n o t  a  s o l i ta ry  p ro c e s s  w ith in  an  o rg a n isa tio n , b u t  a  

c u l tu ra l  p ro c e s s  th a t b o th  i l lu m in a te s  a n d  d e te rm in e s  b ro a d e r  c u ltu ra l p ro c e s s e s . A s  

d is c u s s e d  in  d e ta i l  in  C h a p te r  2 , th is  s ta te m e n t  is b a s e d  o n  th e  p re m ise  th a t e m o tio n a li ty  

is  s o c ia l ly  a n d  c u ltu ra lly  c o n s tru c te d , a n d  a s  su c h , is  o p e n  to  c o n tin u in g  in f lu e n c e  b o th  

f ro m  w ith in  a n d  o u ts id e  th e  o rg a n is a t io n  in  q u e s tio n .
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L in k a g e s  b e tw e e n  e m o tio n a li ty ,  c u l tu re  a n d  o rg a n is a t io n  h a v e  a lw a y s  b e e n  m o re  

im p lic i t  th a n  e x p lic it in  o rg a n is a t io n a l  c u ltu re  l i te ra tu re . E m o tio n a l i ty  w ith  

o rg a n is a t io n s  h a s  e ith e r  b e e n  c a s t  as a  b y -p ro d u c t  o f  e x c e s s iv e  in d iv id u a lity  w ith in  a  

c o l le c t iv e  c o n te x t, o r  as an  in d ic a to r  o f  (a t  le a s t  p a r t ic u la r  k in d s  o f  e m o tio n a lit ie s )  

s t ro n g  a n d  th e re fo re  e f fe c tiv e  c u ltu re s  (K u n d a , 1 9 9 2 ).

H o w  e m o tio n a lity  is c o n s tru c te d  a n d  v ie w e d  b y  c o rp o ra te  a c to rs 7 is  la rg e ly  

d e te r m in e d  b y  h o w  th e y  d e f in e  e m o tio n , w h a t  k in d s  o f  p r e v a il in g  g e n d e r  id e o lo g ie s  a re  

p re s e n t ,  a n d  w h e th e r  e m o tio n a li ty  is e v e n  c o n s id e re d  to  b e  ‘c u l tu ra l’ in  th e  f irs t p la c e . 

T h e  s ta r t in g  p re m is e  h e re  is  th a t  as e m o tio n a l i ty  is a  c u ltu ra l  c o n s tru c t, it is th e re fo re  

c e n tr a l  to  o rg a n isa tio n . In  sh o rt, o rg a n is a t io n s  a re  th e re fo re  ‘e m o tio n a l a r e n a s ’ 

(F in e m a n , 1 9 9 3 :9 ).

In  re c e n t tim es , m u c h  o f  th e  a c a d e m ic  a n d  p ra c ti t io n e r  l i te ra tu re  o n  

o rg a n is a t io n a l  c u ltu re  h as  a t te m p te d  to  e s ta b l is h  a  d e f in it iv e  l in k  b e tw e e n  s tro n g  

‘e m o t io n a l ’ c u ltu re s  a n d  p e r fo rm a n c e  o u tc o m e s  (P e te rs  a n d  W a te rm a n , 1982; D e a l a n d  

K e n n e d y , 1982).

T h e  te rm  ‘s tro n g  c u l tu r e ’ re fe rs  to  a  c u ltu re  th a t  is  u n if ie d , in te g ra te d  a n d  s o lid  

in  i ts  g o a ls , v a lu e s  an d  p ra c tic e s . S tro n g  c u ltu re s  a re  re p o r te d ly  fo u n d  in  o rg a n is a tio n s  

th a t  in s t i l l  a  f irm  se n se  o f  c o m m itm e n t, lo y a l ty  a n d  p o s i t iv e  fe e lin g  in  th e ir  m e m b e rs  

to w a rd s  th e  o rg a n isa tio n , w h ic h  w ill  s u p p o s e d ly  tra n s la te  in to  h ig h e r  p ro d u c tiv i ty  

(A lv e s s o n , 1 9 9 2 ). S tro n g  c u ltu re s  a re  s a id  to  e x is t  b e c a u s e  o f  th e ir  a b ili ty  to in c u lc a te  a  

‘p o s i t iv e ’ e m o tio n a lity  an d  s e n s e  o f  a t ta c h m e n t  a m o n g  m e m b e rs . S tro n g  c u ltu re s  a re  

n e a r ly  a lw a y s  a sso c ia te d  w ith  p o te n t  p o s i t iv e  e m o tio n s  s u c h  as jo y ,  p rid e , e n th u s ia s m

9 0

7 ‘ C o r p o r a t e  a c t o r ’ r e f e r s  t o  a n  o r g a n i s a t i o n  o r  g r o u p  r a t h e r  t h a n  a n  i n d i v i d u a l .  S e e  F l a m  ( 1 9 9 0 a )  f o r  a  d e t a i l e d  

d i s c u s s i o n  o f  t h e  t e r m  c o r p o r a t e  a c t o r .



a n d  h a p p in e s s . E x a m p le s  in c lu d e  M a r y  K a y  C o s m e tic s  ( “ I ’v e  g o t th a t M a r y  K a y  

f e e l in g ” ), P e p s ic o , M c D o n a ld ’s a n d  IB M .

T h e  s tro n g  c u ltu re  m o v e m e n t  is  b a s e d  o n  th e  c o n v e n tio n a l  w is d o m  th a t  h a p p y  

e m p lo y e e s  a re  b o th  p ro d u c tiv e  a n d  c o m m it te d  e m p lo y e e s . T h is  a p p ro a c h  h o w e v e r , 

te n d s  to  ig n o re  h o w  b o th  e m o tio n a l i ty  a n d  o rg a n is a t io n a l  c u ltu re  a re  g e n d e re d  a n d  

h is to r is e d . W h ile  th e re  m a y  so m e  l in k  b e tw e e n  th e  s tre n g th  o f  a  c u ltu re  a n d  

p e r fo rm a n c e  o u tc o m e , th e re  is  n o  d e f in i t iv e  e v id e n c e  th a t  s u g g e s t a  s tro n g  e m o tio n a l  

c o m m itm e n t,  d e v e lo p e d  a n d  e n h a n c e d  b y  th e  s tr e n g th  o f  a  c u ltu re  a lw a y s  a d d s  v a lu e  to 

p e r fo rm a n c e .

In  o th e r  w o rd s , c la im s  a b o u t th e  v a lid i ty  o f  th e  c u ltu re -p e r fo rm a n c e  lin k  m a y  b e  

s o m e w h a t  d u b io u s  (A lv e s so n , 1 99 2). I f  th e  s tro n g  c u l tu re  p e rs p e c tiv e  is a p p lie d  w ith in  

a n  in te ra c t iv e  s e rv ic e  c o n te x t , o rg a n is a t io n s  m a y  n e e d  to  d e v e lo p  a  ‘d i s t in c t iv e ’ 

e m o tio n a l  c u ltu re  so th a t p ro v id e rs  c a n  d e liv e r  th e ir  s e rv ic e  e ff ic ie n tly . H o w e v e r , th is  

m a y  n o t  b e  a  s tro n g  u n ita ry  c u ltu re  a n d  th e  c u ltu re  th a t  is  e s p o u s e d  b y  m a n a g e m e n t m a y  

b e  d if f e r e n t  f ro m  th a t o n  th e  sh o p f lo o r . I t  is s u g g e s te d  h e re  th a t th e  re a so n  w h y  th e  

c o n c e p t  o f  s tro n g  c u ltu re  d o e s  n o t  s u f f ic ie n t ly  e x p la in  h o w  e m o tio n a l c u ltu re s  d e v e lo p  

a n d  w o rk  w ith in  in te ra c tiv e  s e rv ic e  o rg a n is a t io n s ,  is  b e c a u s e  su c h  o rg a n is a tio n s  c o n s is t  

o f  m u lt ip le  c u ltu re s  w ith in  th e  o n e  o rg a n is a t io n . T h e s e  e m o tio n a l c u ltu re s  a re  ra re ly  

u n i ta ry  (M a rtin , 1992).

In te ra c t iv e  s e rv ic e  o rg a n is a t io n s  a re  c o n s t i tu te d  p r im a r i ly  v ia  th e  p r o v is io n  o f  

fa c e - to - fa c e  s e rv ic e  w ith  c lie n ts . I t is o f te n  th e  v e ry  in te ra c t io n  i t s e l f  th a t is th e  p ro d u c t. 

T h e  s e rv ic e  is  n o t  ju s t  w ith  a  s m ile , b u t  th e  s m ile  i t s e l f  is  a lso  a  p ro d u c t (H o c h s c h ild ,

1 9 8 3 ). T o  a  c e r ta in  d e g re e , m a n a g e m e n t c a n  c o n tro l  th is  ‘p r o d u c t ’ th ro u g h  tra in in g  a n d  

ro u t in is a t io n  (L e id n e r , 1 9 8 8 ). H o w e v e r , th e  ‘f r o n ts ta g e ’ e x p re s s io n  o f  e m o tio n  a s  p a r t  o f
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a  p ro d u c t  o r  s e rv ic e  d o e s  n o t  c o n s t i tu te  th e  o n ly  m a n ife s ta t io n  o f  e m o tio n a l c u ltu re  

w i th in  th a t  o rg a n isa tio n . N o r  c a n  it  b e  a s s u m e d  th a t  th e  f ro n ts ta g e  e m o tio n a l c u ltu re  is 

s y n o n y m o u s  o r  in d ic a tiv e  o f  ‘b a c k s ta g e ’ p h e n o m e n a . T h e re  is an  a s s u m p tio n  th a t 

b e c a u s e  in te ra c t iv e  se rv ic e  o rg a n is a t io n s  p ro v id e  a  f r ie n d ly  a n d  c a r in g  p u b lic  fa c e  as 

p a r t  o f  its  s e rv ic e  p ro v is io n , th a t  th e re  w o u ld  b e  a  d e f in ite  l in k  b e tw e e n  f ro n ts ta g e  a n d  

b a c k s ta g e  e m o tio n a l c u ltu re . W h ile  a n  o rg a n is a t io n  m a y  d e v e lo p  a  r e p u ta t io n  fo r  

e x c e l le n c e  in  p e rfo rm a n c e  o f  e m o tio n a l  la b o u r , th e  k in d  o f  e m o tio n a li ty  th a t

c h a ra c te r is e s  b a c k s ta g e  c u ltu re  is o f te n  c u l tu ra l ly  d iv e rg e n t. T o  u se  a  m il i ta ry

m e ta p h o r ,  th e  g la m o u r, b ra v a d o  a n d  a p p a re n t  s e lf le s s n e s s  o f  th e  f ro n tlin e  o f te n  c o n tra s ts  

g r e a t ly  w ith  th a t o f  b e h in d  th e  lin e  o f  fire . A  c lo s e r  lo o k  ‘b e h in d  th e  l in e s ’ o f te n  

p r o v id e s  a  d iffe re n t im p re s s io n  o f  o rg a n is a t io n a l  c u ltu re  (V a n  M a n n e n , 1991).

W h e n  c o n s id e r in g  w h e th e r  th e  p e r fo rm a n c e  o f  e m o tio n a l  la b o u r  w ith in  f ro n tlin e  

w o rk  is  in d ic a tiv e  o f  o rg a n is a t io n a l  e m o tio n a l i ty  as a  w h o le , th e  s im p lis tic  m o d e l  o f  

s t ro n g  c u ltu re s  s e e m s  an  in a d e q u a te  f r a m e w o rk  fo r  d e te rm in in g  i f  f ro n ts ta g e  a n d  

b a c k s ta g e  c u ltu re s  a re  lin k e d . It is  th e re fo re  n e c e s s a ry  to  c o n s id e r  o th e r

c o n c e p tu a lis a t io n s  o f  c u ltu re  in  o rd e r  to  e lu c id a te  h o w  a n d  w h y  th e re  is  c u ltu ra l

d if f e r e n t ia t io n  o r  f r a g m e n ta tio n  w ith in  a  s e e m in g ly  u n ita ry  c u ltu re .

I t  is p ro p o s e d  h e re  th a t  th e  la c k  o f  a  l in k  b e tw e e n  f ro n ts ta g e  an d  b a c k s ta g e  

e m o tio n a l  c u ltu re s  m a y  b e  d u e  to  d if fe re n c e s  in  fe e lin g  ru le s . W h ile  m a c ro  fe e l in g  ru le s  

m a y  in f lu e n c e  b o th  f ro n ts ta g e  a n d  b a c k s ta g e  e m o tio n a l  c u ltu re , m ic ro  fe e lin g  ru le s  a re  

m o re  s p e c if ic  to  b a c k s ta g e  c u ltu re . T h is  id e a  re s o n a te s  w ith  A lv e s s o n ’s n o t io n  o f  

m u l t ip le  c u ltu ra l c o n f ig u ra tio n s , w h ic h  p o s i ts  th a t a m b ig u o u s  c u ltu ra l  fo rm a tio n s  w ith in  

o rg a n is a t io n s  a re  m o re  l ik e ly  th a n  a  u n if ie d , in f le x ib le  c u ltu re . I t is  a lso  s u g g e s te d  th a t
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m a c ro  e m o tio n a l  c u ltu re  a lw a y s  in f lu e n c e s  s p e c if ic s  m ic ro  fe e lin g  ru le s  an d  th a t  th is  c a n  

c a u s e  s ig n if ic a n t  a m o u n ts  o f  te n s io n  a n d  s tre s s  fo r  in d iv id u a l  m e m b e rs .

T h e  d e g re e  to  w h ic h  o rg a n is a t io n s  r e c o g n is e  th e  im p o r ta n c e  o f  e m o tio n a l i ty  is  

d e te r m in e d  b y  h o w  th e  o rg a n is a t io n  d e f in e s  e m o tio n . F o r  e x a m p le , i f  an  o rg a n is a t io n  

v ie w s  e m o tio n  as a  b io lo g ic a l c o n s tru c t  th a t  is  d e r iv a t iv e  o f  th e  in d iv id u a l, it  is  le ss  

l ik e ly  to  re c o g n ise  e m o tio n a l c u ltu re  a s  a  p o s s ib le  s o u rc e  o f  c o n f lic t  an d  s tre s s  w ith in  

a n  o rg a n is a t io n . N o r  is it l ik e ly  to  fo rm a lly  r e c o g n is e  th e  e x is te n c e  o f  e m o tio n a l  

c u ltu re s .

I f  e m o tio n  is c o n c e p tu a lis e d  w ith in  a n  o rg a n is a t io n  in  th is  w a y , a  d e f in i t io n  o f  

e m o tio n  th a t  g iv e s  p r im a c y  to th e  p h y s io lo g ic a l  o r ig in s  a n d  m a n ife s ta tio n s  o f  e m o tio n  is  

m o s t  l ik e ly  to  b e  fa v o u re d . In s te a d  o f  v ie w in g  e m o tio n a l i ty  as so c io c u ltu ra l p ro c e s s  

th a t  is  c o n s tru c te d , s i tu a tio n a l a n d  e m e rg e n t, e m o tio n a l i ty  is  s i tu a te d  w ith in  th e  r e a lm  o f  

th e  in d iv id u a l. O rg a n is a tio n s  a re  s e e n  as b e in g  s o le ly  c o n s ti tu te d  b y  a n u m b e r  o f  

in d iv id u a l  p e rs o n a lit ie s , w h ic h  d e te rm in e  th e  e m o tio n a l  to n e .

E m o tio n  fro m  a s o c io -c u ltu ra l  a p p ro a c h  w ith in  a n  o rg a n is a t io n  w o u ld  n o t  o n ly  

v ie w  e m o tio n a li ty  as a  p ro c e s s , b u t  a lso  a s  a  c u ltu ra l  m a rk e r  (C la rk , 1990). C la rk  

e x p la in s  th a t  in  m ic ro  p o l i t ic a l  c o n te x ts , e m o tio n s  a re  ‘p la c e  m a rk e rs ’ a n d  ‘p la c e  

c la im s ’.

I t  is  a rg u e d  h e re  th a t fe e lin g  ru le s , o r  c u ltu ra l  p re s c r ip tio n s  fo r  h o w  a n  

o rg a n is a t io n a l  m e m b e r  o u g h t to  fee l in  a  g iv e n  c o n te x t , a re  an  in te g ra l p a r t o f  w h a t  

c o n s t i tu te s  o rg a n is a tio n a l e m o tio n a lity . T h e  c o n c e p t o f  e m o tio n a l  lin e s  (H o c h s c h ild , 

1 9 9 0 ) is  u s e fu l in  e x p la in in g  th e  c o n n e c tio n  o r  s e r ie s  o f  f e e l in g s  th a t c o n s titu te  w h a t  a re  

a c c e p ta b le  re s p o n se s  to a  s e r ie s  o f  e v e n ts . A lth o u g h  H o c h s c h ild  u sed  th is  c o n c e p t  to 

h ig h l ig h t  th e  c o n n e c tio n s  b e tw e e n  e m o tio n  a n d  g e n d e r  re la tio n s  w ith in  th e  p r iv a te
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in s t i tu t io n a l  se tt in g  o f  th e  fa m ily , it is e q u a lly  t ra n s fe ra b le  to  th e  p u b lic  s p h e re  o f  

o rg a n is a t io n a l  life . E m o tio n  lin e s  l in k  th e  a p p ro p r ia te  c u ltu ra l re sp o n se  b y  w a y  o f  

e m o tio n a li ty  fro m  th e  in d iv id u a l to  th e  o rg a n is a t io n  as a  w h o le . E m o tio n  lin es  a re  a lso  a  

p r o d u c t  o f  e m o tio n a l cu ltu re .

E M O T IO N A L  C U L T U R E

E m o tio n a l c u ltu re  c o n s is ts  o f  th re e  c o m p o n e n ts :  e m o tio n a l v o c a b u la r ie s  (G e rth  

a n d  M ills , 1953; G o rd o n , 1 9 8 1 ); e m o tio n a l n o rm s  (H o c h sc h ild , 1975 , 1979 , 1983 ; 

S c h e ff ,  1977 , 1979 , 1983; G o rd o n , 1 989); a n d  m e a n in g s  o f  p o w e r  a n d  s ta tu s  (K e m p e r , 

1 9 7 8 ). G o rd o n  (1 9 9 0 :1 1 5 )  a rg u e s  th a t e m o tio n a l c u ltu re  is  c o n v e y e d  th ro u g h  sy m b o ls :

[e m o tio n a l c u ltu re ] p ro v id e s  a c c o u n ts  fo r th e  o r ig in  an d  n a tu re  o f  th e  

v a rio u s  e m o tio n s , s c r ip t in g  th e  v e n ts  w h ic h  ty p ic a lly  p re c e d e  o r  fo llo w  eac h  

e m o tio n , an d  e x p la in in g  h o w  e m o tio n s  m a y  b e  e x p re s s e d , c o n c e a le d  a n d  

m o d if ie d .

G o rd o n  a lso  d if fe re n tia te s  b e tw e e n  in s ti tu tio n a l a n d  im p u ls iv e  o r ie n ta tio n s  

w ith in  e m o tio n a l c u ltu re s . In s t i tu t io n a l  m e a n in g s  o f  e m o tio n s  a re  th o se  g iv e n  b y  

o rg a n is a t io n a l  m e m b e rs  w h e n  th e y  a re  in  fu ll c o n tro l o f  th e ir  e m o tio n s . M e m b e rs  e ffe c t 

a c h ie v e m e n t a n d  m a in te n a n c e  o f  in s ti tu tio n a l n o rm s , a n d  in  d o in g  so  c o n tin u e  to  u p h o ld  

a n d  re p ro d u c e  e m o tio n a l c u ltu re . G o rd o n  (1 9 9 0 )  s ta te s  th a t:

th is  o r ie n ta tio n  e m p h a s iz e s  v o lu n ta ry  c o m m itm e n t to  p u rs u in g  c o lle c tiv e  

g o a ls  ap a rt fro m  a n y  s p o n ta n e o u s  p e rs o n a l im p u ls e s .. . th e  e m o tio n a l r ig h ts  

a n d  o b lig a tio n s  a tta c h e d  to  in s t i tu t io n a l  ro le s  a n d  s ta tu se s  a re  c ru c ia l 

c r ite r ia  fo r  a ttr ib u tin g  m e a n in g  to  p a r t ic u la r  e m o tio n s . W e m a tc h  o u r  

e m o tio n a l e x p e r ie n c e s  a g a in s t c o n v e n tio n a l  u n d e rs ta n d in g s  a n d  id e a l 

m o d e ls  o f  th e  e m o tio n  in  q u e s tio n .



T h e  ‘id e a l ’ m o d e l is n o t a lw ay s  ach ie v e d , fo r e v e n  in  th e  m o s t su c c e s s fu l 

s o c ia l is a t io n  p ro c e s s e s , m e m b e rs  m a y  fa ll th ro u g h  th e  n e t. I t c o u ld  b e  sa id  th a t th e re  

e x is ts  a  c o n s ta n t  a n d  c o m p e tin g  te n s io n  b e tw e e n  in s ti tu tio n a l a n d  im p u ls iv e  e m o tio n a l 

re sp o n se s . O n  th e  o n e  h an d , im p u ls iv e  m e a n in g s  e m p h a s ise  th e  s p o n ta n e o u s  an d  

lib e ra te d  re s p o n s e , u n e m c u m b e re d  fro m  in s titu tio n a l su rv e illa n c e . O n  th e  o th e r  h an d , 

in s ti tu tio n a l m e a n in g s  th a t g iv e  s tru c tu re  an d  fo rm  to  e m o tio n s , sa v in g  a c to rs  f ro m  th e 

p o te n tia l  d e s tru c tiv e n e s s  o f  th e  im p u ls iv e  m e an in g s . T h is  te n s io n  b e tw e e n  in s ti tu tio n a l 

an d  im p u ls iv e  m e a n in g s  h as  ra m if ic a tio n s  fo r h o w  e m o tio n a l la b o u r  is p e r fo rm e d  w ith in  

b o th  b a c k s ta g e  a n d  fro n ts ta g e  c u ltu ra l c o n fig u ra tio n s , a n d  fo r  th e  d e g re e  to  w h ic h  

e m o tio n a l c u ltu re  c an  be  v ie w e d  as u n ita ry  or  stro n g .

In m a n y  fo rm a l o rg a n isa tio n s , the a p p lic a tio n  o f  im p u ls iv e  m o d e s  o f  e m o tio n a l 

e x p re ss io n  a re  o f te n  c o n s id e re d  as e ith e r  fo rm s o f  d e v ia n c e  o r  in d ic a tiv e  o f  fa u lty  

s o c ia lis a tio n  (D e n z in , 1985; G o rd o n , 1981; T h o its , 1990, 1 99 1). H o w e v e r , p e n n is s io n  

to  e x p re ss  im p u ls iv e  e m o tio n  is g ra n te d  to th o se  w ith  p o w e r a n d  s ta tu s , ty p ic a lly  m id d le  

an d  u p p e r  c la s s  m e n  o f  a n g lo -c e ltic  o rig in  (C o llin s , 1975 ; H o c h sc h ild , 19 8 3 ). T h e se  

d if fe re n tia tio n s  a lso  a p p ly  to  re la tio n sh ip s  b e tw e e n  c lie n ts  a n d  o rg a n is a tio n a l m e m b e rs . 

T h o s e  w ith  g re a te r  p ro fe s s io n a l s ta tu s  a re  less  lik e ly  to  w itn e s s  im p u ls iv e  o r ie n ta t io n s  to 

e m o tio n  th a n  th o s e  w ith  lo w e r  s ta tu s  (H o c h sc h ild , 1983).

T h u s , w ith in  in te ra c tiv e  s e rv ice  o rg a n isa tio n s , m e m b e rs  a re  su b je c t to  s e e m in g ly  

‘s t ro n g ’ e m o tio n a l  c u ltu re s  th a t p r iv ileg e  in s titu tio n a l m e a n in g s  o v e r  im p u ls iv e  

m e a n in g s . A s  L e id n e r  (1 9 8 8 ) su g g es ts  in  h e r  s tu d y  o f  fa s t fo o d  w o rk e rs  a n d  in su ra n c e  

s a le p e rso n s , th e s e  fe e lin g  ru le s  are  no t a lw ay s  ex p lic it. In  q u a s i-p ro fe s s io n a l s e tt in g s , 

e m o tio n a l c u ltu re s  a re  o f te n  b u t n o t a lw ay s  im p lic it, b a c k g ro u n d  a n d  ta c it (F in e m a n , 

1985).

95



T h e  c o n c e p ts  o f  fro n ts ta g e  a n d  b a c k s ta g e  e m o tio n a l c u ltu re s  a re  d e r iv e d  fro m  

G o f fm a n ’s d ra m a tu rg ic a l p e rsp e c tiv e . P e rfo rm a n c e  is  d e f in e d  as  “ all th e  a c t iv i ty  o f  a 

g iv e n  p a r t ic ip a n t  o n  a  g iv e n  o c c a s io n  th a t se rv es  to  in f lu e n c e  in  a n y  w a y  a n y  o f  th e  

o th e r  p a r t ic ip a n ts ” (G o ffm a n , 1 9 5 9 :2 6 ). P e rfo rm a n c e s  a re  o n ly  su c c e s s fu l w h e n  

in d iv id u a ls  c a n  sh o w  th a t th e ir  a c tio n s  a re  g e n u in e  o r  ‘r e a l i ty ’, w h ile  s im u lta n e o u s ly  

su s ta in in g  a  ‘f r o n t ’ th a t is c o n s id e re d  a u th e n tic  (G o ffm a n , 1 9 5 9 :2 8 ).

S u c c e s s fu l p e rfo rm a n c e  is a lso  s ta g e d  b y  te am s “w h o  sh a re  b o th  th e  r is k  a n d  

d is c re d ita b le  in fo rm a tio n  in a  m a n n e r  c o m p a ra b le  to a  s e c re t so c ie ty ” (G o ffm a n  

1 9 5 9 :1 0 8  c i te d  in  M a n n in g  1992 ). T e a m s  a re  o rg a n ise d  b y  ‘d ire c to r s ’ w h o  m a n a g e  

d isp u te s  a n d  d e c id e  w h o m  w ill ta k e  o n  w h ic h  pa rt. T e a m s  a c t in  ‘fro n t r e g io n s ’ w h ic h  

a re  d e f in e d  as sp a c e s  in w h ic h  th e y  p e rfo rm  fo r th e ir  p u b lic s  (G o ffm a n , 1 9 5 9 :1 0 2 -1 1 4 ) . 

T e a m s  ‘re h e a rs e , re la x  an d  re tre a t’ to  ‘b a c k  re g io n s ’, sp ac e s  h id d e n  from  p u b l ic s ’ v ie w  

w h e n  fro n t re g io n  p e r fo n n a n c e s  a re  ‘k n o w in g ly  c o n tra d ic te d  as a  m a tte r  o f  

c o u r s e ’(G o ffm a n , 1959: 1 1 0 -1 1 4 ). F ro n t an d  b a c k  re g io n s  a re  c o n n e c te d  v ia  a  ‘g u a rd e d  

p a s s a g e w a y ’. G o f fm a n ’s c o n c e p ts  o f  fro n t an d  b a c k  re g io n s  a re  u se d  h e re  h e u r is t ic a l ly  

to  fu r th e r  F in e m a n ’s (1 9 9 3 ) n o tio n  o f  th e  ‘e m o tio n a l a rc h ite c tu re ’ o f  o rg a n is a tio n a l 

c u ltu re , in  w h ic h  h e  su g g e s ts  th a t o rg a n isa tio n s  h a v e  p h y s ic a l sp a c e s  in  w h ic h  d if fe re n t 

k in d s  o f  fe e lin g  ru le s  ap p ly .

T h e  c o n c e p t o f  e m o tio n a l c u ltu re  b u ild s  u p o n  G o rd o n ’s o r ig in a l 

c o n c e p tu a lis a t io n , jo in in g  b o th  G o ffm a n ’s d e sc r ip tio n  o f  re g io n a l b e h a v io u r  an d  

a u d ie n c e  s e g re g a tio n  an d  th e  d if fe re n tia tio n  p e rsp e c tiv e  o f  o rg a n is a tio n a l c u ltu re  w h ic h  

re c o g n ise s  th e  im p o r ta n c e  o f  su b -c u ltu re s . T h e re fo re , e m o tio n a l c u ltu re  can  b e  o b s e rv e d  

w ith in  th re e  ‘re g io n s ’ - fro n t o r  o n s tag e , b a c k s ta g e  and  o ffs ta g e . T h e  fron t s ta g e  se c to r
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is w h e re  e m o tio n a l la b o u r  is p e rfo rm e d . T h e  b a c k s ta g e  se c to r  is w h e re  in te ra c t io n  w ith  

o rg a n is a tio n a l m e m b e rs  o c c u rs  a n d  w h e re  e m o tio n a l p ro c e ss  w o rk  is l ik e ly  to  o c c u r . 

O ffs ta g e  s p h e re s  a re  fo u n d  o u ts id e  th e  re a lm  o f  th e  o rg a n isa tio n  itse lf , su c h  as fa m ily  o r  

h o u s e h o ld . A s w ill b e  d e m o n s tra te d  fu rth er , H o sk in g  a n d  F in e m a n ’s (1 9 9 0 )  

d if fe re n tia tio n  b e tw e e n  fro n ts ta g e  a n d  b a c k s ta g e  o rg a n isa tio n a l e m o tio n a lity  h e lp s  to  

i l lu s tra te  h o w  a fu ll u n d e rs ta n d in g  o f  th e  n a tu re  a n d  c o n se q u e n c e  o f  e m o tio n a l la b o u r  

c a n  o n ly  o c c u r  i f  it is  c o n s id e re d  w ith in  th e  c o n tex t o f  e m o tio n a l cu ltu re .

O R G A N IS A T IO N A L  E M O T IO N A L IT Y

T h e  id e a  th a t e m o tio n a lity  a n d  o rg a n isa tio n a l c u ltu re  a re  c lo se ly  in te r tw in e d  is 

o n ly  v e ry  re c e n t  (V a n  M a a n e n  an d  K u n d a , 1989; F in e m a n , 1993; H o sk in g  a n d  F in e m a n , 

1990). In  c o n tra s t  to th e  id e a  th a t c u ltu re  is a v a ria b le , c u ltu re  h as  a lso  b e e n  d e s c r ib e d  

as an  a ffe c t re g u la to r  (A lv e s so n , 199 2). V an  M a a n e n  an d  K u n d a  (1 9 8 9 ) s ta te  th a t  

“ w o rk in g  o n  c u ltu re  ” is ta n ta m o u n t to  w o rk in g  on  c o n tro l o f  o rg a n is a t io n a l  

e m o tio n a lity . F in e m a n  (1 9 9 3 )  a sse r ts  th a t e m o tio n a lity  is c e n tra l to o rg a n is a t io n  

b e c a u se , lik e  o rg a n is a tio n , it is a  c u ltu ra l p h e n o m e n o n . S im ila r ly , F la m  (1 9 9 0 a ; 1 9 9 0 b ; 

1 9 9 3 ) p re s e n ts  a  c o n v in c in g  a rg u m e n t fo r  th e  s ta te m e n t th a t o rg a n is a tio n s  o r  ‘c o rp o ra te  

a c to r s ’ a re  s tro n g ly  m o tiv a te d  an d  c o n s tru c te d  b y  em o tio n . H o w e v e r , e m o tio n  h a s  b e e n  

n o tic e a b ly  a b s e n t  in  m u c h  o f  th e o rg a n isa tio n a l s tu d ie s  lite ra tu re . T h is  has re s u lte d  in  

w h a t F in e m a n  (1 9 9 3 ) re fe rs  to as  a  ‘m o n o c h ro m e ’ p e rsp e c tiv e  o f  o rg a n is a tio n . I f  

e m o tio n a li ty  h a s  b e e n  a d d re s s e d  a t a ll w ith in  th e  lite ra tu re , it is u su a lly  o n ly  c e r ta in  

fo rm s  o f  e m o tio n a lity  th a t a re  d is c u s se d . F o r  in s tan ce , s tu d ie s  th a t a re  lo c a te d  w ith  th e  

in te g ra tio n is t  a p p ro a c h  o f te n  o n ly  ta lk  ab o u t e m o tio n s  th a t p ro m o te  o rg a n is a t io n a l  

so lid a r ity  a n d  c o n se n su s , su c h  as lo v e  o f  th e  c o m p a n y  and  e n th u s ia s m  fo r w o rk .
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D iffe re n tia tio n  s tu d ie s  o f te n  re fe r  to  n e g a tiv e  e m o tio n s  a sso c ia te d  w ith  c o n f lic t  

a n d  d iv is io n  su c h  as fe a r  a n d  h a tre d . F ra g m e n ta tio n  s tu d ie s  h a v e  y e t to  a d d re s s  th e  is su e  

o f  e m o tio n  in  a n y  m e a n in g fu l w ay . H o w e v e r, M e y e rso n  (1 9 9 1 )  im p lic it ly  re fe rs  to  th e  

a n x ie ty  th a t re s u lts  fro m  th e  m a n a g e m e n t o f  a m b ig u ity . L in s te a d  (1 9 9 5 )  a lso  

a c k n o w le d g e s  th e  p o s s ib i l i ty  o f  e m o tio n  as d isco u rse , s e d u c tio n  a n d  d e s ire  in  h is  s tu d y  

o f  an  in d u s tr ia l  d isp u te  w ith in  an  A s ia n  a ir lin e  c o m p an y .

F la m  (1 9 9 3 )  a rg u e s  th a t th e  o v e r-c o n c e n tra tio n  o n  th e  e x p re s s io n  an d  

m a n ife s ta tio n  o f  p o s itiv e  e m o tio n s  w ith in  o rg a n isa tio n s  h as  le d  to  th e  n e g a tio n  o f  h o w  

e m o tio n s  su c h  as fear, g u ilt  a n d  e m b a rra ssm e n t a lso  c o n s tru c t o rg a n is a tio n a l m e m b e r s ’ 

e x p e r ie n c e s . F la m  (1 9 9 0 a ) su g g e s ts  th a t th e re  are  tw o  re a so n s  fo r  th is  o m iss io n . 

O rg a n is a tio n s  h a v e  u su a lly  b e e n  s tu d ie d  from  a ra tio n a l o r  n o rm a tiv e  a p p ro a c h , a n d  

th e se  a p p ro a c h e s  a re  n o t re n o w n  fo r th e ir  re c o g n itio n  o f  o rg a n is a tio n a l e m o tio n a lity . 

B e c a u se  m a n y  o f  th e se  s tu d ie s  h a v e  ad o p ted  a  fu n c tio n a lis t a n d /o r  in te g ra tio n is t  

p e rsp e c tiv e , p o s itiv e  a n d  th e re fo re  ‘u n ify in g ’ e m o tio n s  a re  a c k n o w le d g e d  ra th e r  th a n  

‘d iv is iv e ’ n e g a tiv e  o n es. T h is  n a rro w  a p p ro a ch  to e m o tio n s  in o rg a n is a tio n a l life  h a s  

le ad  to  a  n a rro w in g  o f  th e  d e f in it io n  o f  o rg a n isa tio n a l e m o tio n a lity .

M a n y  s tu d ie s  o f  e m o tio n a l la b o u r  h av e  c o n tin u e d  th is  te n d e n c y  in  th a t  th e y  h a v e  

c o n c e n tra te d  o n  d e sc r ip tiv e  a n a ly se s  o f  p o s itiv e  e m o tio n . T h is , in  tu rn , is o f te n  

c o n c e p tu a lly  a n d  s tru c tu ra lly  d iv o rc e d  fro m  a n y  re fe re n c e  to  w id e r  o rg a n is a tio n a l 

e m o tio n a lity  (A s h fo r th  a n d  H u m p h re y , 1995). T h e re fo re , m u c h  o f  th e  e m p ir ic a l w o rk  

th a t b a s ic a lly  d e sc r ib e s , a n a ly s e s  a n d  c ritiq u e s  th e  p ra c tic e  o f  e m o tio n a l la b o u r  ad d s  

li ttle  to  a  fu lle r  u n d e rs ta n d in g  o f  th e  c o n s titu tio n  an d  m a n ife s ta tio n  o f  o rg a n isa tio n a l 

e m o tio n a lity .
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F la m  (1 9 9 3 )  a tte m p ts  to  d e v e lo p  a  th e o ry  o f  o rg a n isa tio n a l e m o tio n a li ty  b y  

e x p lo r in g  h o w  a n d  w h y  o rg a n is a t io n a l  m e m b e rs  o f  ‘g re e d y ’ in s ti tu tio n s  (C o s e r , 1 9 7 4 ) 

d e la y  th e ir  d e c is io n  to  e x it su c h  an  o rg a n isa tio n . Sh e  a rg u e s  th a t th e  th re e  s e lv e s , 

e m o tio n a l, ra tio n a l an d  n o rm a tiv e , w o rk  w ith  an d  a g a in s t o n e  a n o th e r  to  p ro d u c e  

‘n o rm a tiv e ’ a c tio n . F la m  d ra w s  u p o n  E tz io n i’s (1 9 8 8 ) id e a  o f  n o rm a tiv e -e m o tio n a l  

‘a c tio n  lo g ic ’ to  sh o w  h o w  th e  e m o tio n a l se lf , a lth o u g h  q u ite  d is tin c t f ro m  th e  

n o rm a tiv e  a n d  ra tio n a l se lv e s , h as  th e  c a p a c ity  to  s ig n if ic a n tly  a ffe c t c h o ic e  b e tw e e n  

ra tio n a l a n d  n o rm a tiv e  a c tio n  c o u rse s . T h is  is p a r tic u la r ly  th e  case  w ith  fe a r, w h ic h  

m ix e s  w ith  re a so n  to p ro d u c e  ra tio n a l-e m o tio n a l ac tio n  (F lam , 1 9 9 3 :5 9 ). E v e n  in  

c irc u m s ta n c e s  w h e re  th e re  is e x tre m e  fe a r , m e m b e rs  are  c o m p e lle d  to  re m a in  w ith in  th e  

c u ltu re , fo r  v a r ie d  an d  c o m p le x  re a so n s . F e a r  is sa id  to s ty m ie  an  o rg a n is a tio n a l m e m b e r  

a c tin g  u p o n  ‘n o rm a tiv e ’ p re fe re n c e s  fo r  ac tio n , i.e .; le av in g  th e  o rg a n is a tio n  fo r  h e a lth  

re a so n s . A lth o u g h  F la m ’s w o rk  is b a s e d  o n  fea r an d  lo y a lty  w ith in  th e  P o l is h  

C o m m u n is t  P a r ty , she a rg u e s  th a t th e re  is e v id en c e  to su g g e s t th a t s im ila r  p ro c e s s e s  

o c c u r  w ith in  w e s te rn , c o rp o ra te  o rg a n is a tio n s . Sh e  e x p la in s  th a t fe a r  is  j u s t  as 

s ig n if ic a n t a  m o tiv a to r  w ith in  w e s te rn  c o rp o ra te  c u ltu re s , a n d  is c r itic a l o f  P e te rs  a n d  

W a te rm a n ’s a s se r tio n  th a t it is th e  r ig id i ty  o f  b u re a u c ra tic  a n d  ra tio n a l m o d e ls  o f  

o rg a n is a tio n  th a t p ro d u c e s  n e g a tiv e  e m o tio n a lity . T h e y  a rg u e  th a t e m o tio n a lly  s tro n g  

c u ltu re s  p ro d u c e  in c re a se s  in  p ro d u c tiv ity , f le x ib ili ty  a n d  in n o v a tio n . T h is  is a c h e iv e d  

th ro u g h  a d e lib e ra te  e n g in e e r in g  o f  c u ltu re  th a t p r iv ile g e s  c e r ta in  o rg a n is a tio n a l n o rm s  

o v e r  o th e rs . F la m  (1 9 9 3 :2 2 7 )  e x p la in s  th a t P e te rs  an d  W a te rm a n ’s re if ic a t io n  o f  th e  

c o rp o ra te  c u ltu ra l o rg a n is a tio n  is m is le a d in g  a n d  p o te n tia lly  d is a b lin g  fo r o rg a n is a t io n a l  

m e m b e rs . S h e  s ta te s  th a t th e y  fa il to  “ lin k  o rg a n isa tio n a l v a lu e s  a n d  s tru c tu re s , 

in d iv id u a l fe e lin g s  an d  e m p lo y e e  p ro p e n s ity  to ta k e  r isk s  an d  in n o v a te .” F la m  a lso
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p o in ts  o u t th a t  th e  h a p p y  w o rk e r  in  a  w e s te rn  c o rp o ra te  c u ltu re  is  a lso  a n x ie ty  rid d en . 

T h e  c u ltu ra l m e c h a n is m s  th a t e n c o u ra g e  in n o v a tio n  a n d  r is k  ta k in g  a re  a lso  th e  fa c to rs  

th a t  p ro d u c e  fea r. In  o rd e r  to  a ch ie v e  th e  la tte r, w o rk e rs  a lso  n e e d  to  e x p e r ie n c e  

in c o n s is te n c y , f lu x  a n d  in c re a s in g  le v e ls  o f  a lie n a tio n . T h e re fo re , it  is th e  

‘re p re s e n ta t iv e ’ e m o tio n s  sy m b o lis in g  th e  co re  v a lu es  a n d  id e o lo g ie s  o f  c o rp o ra te  

c u ltu re  th a t r e c e iv e  m o s t  a tte n tio n  in  s tu d ie s  o n  e m o tio n  in  th e  w o rk p la c e , n o t  th e  

e m o tio n s  o rg a n is a t io n a l  m e m b e rs  a c tu a lly  e x p e r ie n c e  (F la m , 1 9 9 0 b :2 2 7 ).

In  su m m a ry , F la m ’s w o rk  su g g es ts  th a t e m o tio n , in  th is  c a se  th e  e m o tio n  o f  fear, 

is c e n tra l to  h o w  c o rp o ra te  a c to rs  fu n c tio n . Im p lic it in  th is  p ro p o s itio n  is  th e  id e a  th a t 

e m o tio n  a lso  d e te rm in e s  th e  c a lib re  o r  m o ra l fib re  o f  an o rg a n is a tio n . T h is  is a  th e m e  

th a t ru n s  th ro u g h  m u c h  o f  th e  w o rk  o n  e m o tio n a lity  an d  o rg a n is a tio n . T h e  a b se n c e  o f  

e m o tio n  w ith in  o rg a n is a tio n a l b e h a v io u r  lite ra tu re  is n o t ju s t  an  o v e rs ig h t, b u t  an  

a b e rra tio n  (A lb ro w , 19 9 2 ). S im ila r  to  th e  w o rk  it see k s  to  re d re ss , th e  s tu d y  o f  th e  

n e g le c t o f  e m o tio n  in  o rg a n isa tio n a l th e o ry  th e n  ta k es  o n  an  id e o lo g ic a l h u e  (N e w to n , 

1995).

In  s p ite  o f  th is  m o ra l fe rv o u r, so m e  a tte m p ts  h a v e  b e e n  m a d e  to  a d d re ss  th e  g ap s  

w ith in  m a in s tre a m  th e o ry . F o r  in s tan ce , H o sk in g  a n d  F in e m a n  (1 9 9 0 )  s ta te  th a t m u c h  

o f  th e  o rg a n is a t io n a l  b e h a v io u r  lite ra tu re  tr iv ia lise s  th e  lin k  o rg a n is a t io n  h a s  w ith  ac to rs , 

a c tio n s  an d  m e a n in g s . In  o th e r  w o rd s , m u c h  o f  th e  th e o ry  is d e v o id  o f  su b je c tiv ity , 

c o n te x t a n d  th e  so c ia l. H o s k in g  an d  F in e m a n  a tte m p t to a d d re ss  th is  la c k  o f  a tte n tio n  to 

th e  re la tio n a l n a tu re  o f  o rg a n isa tio n  b y  d e v e lo p in g  a f ra m e w o rk  th a t is c o m p ris e d  o f  

fo u r in te rc o n n e c te d  o rg a n is in g  p ro c e sse s : c o g n itiv e , so c ia l, p o li t ic a l  a n d  e m o tio n a l. 

T h e y  e x p la in  th a t  c o n n e c te d n e s s , c o m p lic ity  an d  ta c it q u a lit ie s  o f  o rg a n is in g  a r ise  fro m  

in te rd e p e n d e n t re la tio n s  b e tw e e n  ac to rs  and  co n tex ts . In  te rm s  o f  th is  th e s is , th e ir  m a in
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c o n tr ib u tio n  to  th e  l ite ra tu re  o n  o rg a n isa tio n a l e m o tio n a lity  is th e  a s s e r tio n  th a t th e  

a b se n c e  o f  e m o tio n  as a n  o rg a n is in g  p r in c ip le  is “ s y m b o lic  o f  th e  d iv o rc e  b e tw e e n  a c to r  

a n d  c o n te x t” th a t  is c h a ra c te r is tic  o f  o rg a n is a tio n a l th e o ry  g e n e ra l ly  (H o s k in g  an d  

F in e m a n , 1 9 9 0 :5 9 4 ).

W h e n  e m o tio n s  a re  s tu d ie d  w ith in  th e  c o n te x t o f  o rg a n is in g  p ro c e s s e s , th e y  are  

s im p lif ie d  to  s u c h  a  d e g re e  so as to re n d e r  th e m  o f  little  th e o re tic a l o r  p ra c tic a l v a lu e . 

‘H id d e n ’ e m o tio n  th e n  b e c o m e s  s tre ss , jo b  s a tis fa c tio n  o r  d is s a t is fa c t io n , m o tiv a tio n  o r  

s o m e tim e s  in d u s tr ia l  c o n f lic t  (A sh fo rth  a n d  H u m p h re y , 1 9 9 3 ). H o s k in g  a n d  F in e m a n ’s 

(1 9 9 0 :5 9 5 )  c e n tra l  te n e t th e n  is th a t w o rk in g  at o rg a n is in g  is a lso  w o rk in g  at 

e m o tio n a lity :

E m o tio n s  a re  n o t u n fo r tu n a te  a b e rra tio n s  o r  b y -p ro d u c ts  o f  in s u ff ic ie n tly

ra tio n a l sy s te m s : e m o tio n s  are  in tr in s ic  to th e te x tu re  o f  su c h  sy s te m s .

A lb ro w  (1 9 9 2 )  a lso  sh ed s  lig h t o n  the ‘s i le n c e ’ o f  e m o tio n s  in  o rg a n is a tio n a l 

th eo ry . H e  p o s i ts  th a t th is  d e f ic ie n c y  d e v e lo p e d  o u t o f  a  g e n e ra l m is in te rp re ta tio n  o f  

W e b e r ’s w id e r  in te rp re ta tiv e  s o c io lo g ic a l w o rk , w h ic h  g a v e  e q u a l s ta n d in g  to 

ir ra tio n a lity  a n d  ra tio n a lity . S im ila r  to H o sk in g  a n d  F in e m a n , A lb ro w  s ta te s  th a t 

e m o tio n  is a  ‘p r o p e r ty ’ o f  o rg a n isa tio n s , an d , as su ch , p la y s  a  c e n tra l  ro le  m a in ta in in g  

th e  o rg a n is a tio n . W h ile  e m o tio n  m a y  h a v e  o n ly  ju s t  b e e n  d is c o v e re d  b y  m a n a g e m e n t 

th e o ris ts  in  re c e n t y e a rs , th e re  h as  b e en  little  d ia lo g u e  b e tw e e n  

o rg a n is a t io n a l/m a n a g e m e n t s tu d ie s  an d  th e so c io lo g y  o f  e m o tio n s . A lb ro w  (1 9 9 2 :3 1 4 )  

su g g e s ts  th a t th e  in te rp re ta tio n  o f  in te rp re ta tio n s  o f  tw e n tie th  c e n tu ry  so c io lo g ic a l 

c a n o n s  h a s  p r iv i le g e d  a f fe c t iv e ly  n eu tra l a cc o u n ts  o f  o rg a n isa tio n :
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T h e  c o n tr ib u tio n  o f  s o c io lo g y  to th e  u n d e rs ta n d in g  o f  o rg a n is a tio n s  

a p p e a re d  to  a m o u n t to t r a c in g  th e  in s ti tu tio n a lis a tio n  o f  a ffe c tiv e  

n e u tra li ty .

A lb ro w  s u g g e s ts  th a t r e fe re n c e  to  th e  ‘to ta l ’ p ro je c t o f  W e b e r ’s in te rp re tiv e  

s o c io lo g y  p ro v id e s  a  c le a r  u n d e rs ta n d in g  o f  h o w  W e b e r ’s id e a l ty p e s  h a v e  b e e n  u se d  

in a p p ro p r ia te ly . F o r  e x a m p le , A lb ro w  ag rees  th a t W e b e r ’s d e p ic t io n  o f  th e  a f fe c t iv e ly  

n e u tra l  n a tu re  o f  b u re a u c ra c y  w as in f lu e n c e d  b y  c u ltu ra l d e f in it io n s  o f  th e  s a m e , ra th e r  

th a n  b y  h is  s o c io lo g ic a l a n a ly s is . S u b s e q u e n t  a n a ly se s  o f  W e b e r ia n  th e o r ie s  o f  

b u re a u c ra c y  a re  lo c a te d  w ith in  h is  w id e r  p ro je c t o n  so c ia l re la tio n s h ip s  a n d  o rd e r. 

A lb ro w  a lso  m a in ta in s  th a t b e c a u se  W 'e b e r  w as  b o u n d  b y  h is to r ic a l c o n c e p tu a lis a tio n s  

o f  e m o tio n , it  w a s  n o t p o s s ib le  fo r  h iim  to a c h ie v e  a  c o m p re h e n s iv e  a r tic u la tio n  o f  

ra t io n a li ty  a n d  e m o tio n . A t th e  tim e , F r e u d ian  a n d  b e h a v io u r is t  n o tio n s  o f  e m o tio n  w e re  

h e a v ily  s te e p e d  in id e as  a b o u t e m o t io n  as p re -s o c ia l  a n d  b io lo g ic a l. D e sp ite  th e se  

p ro b le m s  in  W e b e r ’s w o rk , A lb ro w  ( 1 9 9 2 )  p ro p o se s  a  re -re a d in g  o f  W eb er. H e  s tre sse s  

th a t th is  is a n  e sse n tia l  re q u ire m e n t fo r  re c la im in g  th e  ro le  o f  e m o tio n  in  o rg a n is a tio n a l 

th e o ry :

It to o k  th e  ra t io n a lis m  o f  h is  s u c c e s s o rs , a g a in s t w h o m  W e b e r  w a rn e d  u s , to  

m a k e  v ir tu e s  o f  th e se  lim ita tio m s and  to  la u d  h im  as th e ir  p re d e c e sso r . I t is 

th e y  w h o  h a v e  s u p p re sse d  the: e m o tio n a l d im e n s io n  in  h is  w o rk  in  th e  

in te re s ts  o f  ra tio n a lis tic  o rg a n is a t io n . T h e  re c o v e ry  o f  e m o tio n  in  W e b e r  is 

th e  c o u n te rp a r t  o f  th e  r e c o g n i t io n  th a t o rg a n is a tio n s  h a v e  fe e lin g s . (A lb ro w , 

1 9 9 2 :3 1 7 )



L ik e  e m o tio n , g e n d e r  as an  o rg a n is in g  p ro c e ss  h as  b e e n  n o tic e a b ly  a b se n t w ith in  

o rg a n is a tio n a l th e o ry  (S m irc ic h , 1983 ; M ills  an d  M u rg a tro y d , 1991 ; H a r lo w  a n d  H e a rn , 

1 99 5 ). A s  A c k e r  (1 9 9 0 )  e x p la in s , fe m in is t  sc h o la rs  h a v e  b e e n  re lu c ta n t to  p u rs u e  th is  

o m is s io n  w ith in  o rg a n is a tio n a l th e o ry  b e c a u se  m a le s tre a m  o rg a n is a tio n a l th e o ry  is  seen  

to  le av e  n o  ro o m  fo r p o lit ic a l t ra n s fo rm a tio n  o r  c u ltu ra l c h a n g e . S im ila r  to th e  tre a tm e n t 

o f  o rg a n is a t io n a l  e m o tio n a lity , th e l ite ra tu re  th a t a d d re s s e s  g e n d e r  as an  o rg a n is in g  

p ro c e s s  is s t i l l  in  its  fo rm a tiv e  s tag es .

A c k e r  (1 9 9 0 )  c ite s  sev e ra l re a so n s  w h y  th e re  is a  n e e d  to  d e v e lo p  a  sy s te m a tic  

th e o ry  o f  g e n d e r  a n d  o rg a n isa tio n s . F irs t, a m a jo r ity  o f  o rg a n is a tio n s  a re  s te e p e d  in 

p a tr ia rc h a l id e o lo g ie s , m e a n in g  th a t g e n d e r  se g re g a tio n  a n d  in e q u a lity  a re  b a s ic  fe a tu re s  

o f  m o s t o rg a n is a tio n s . S e c o n d , the c e n tra li ty  o f  a sy m m e tr ic a l g e n d e r  re la tio n s  m e a n s  

th a t  m o s t o rg a n is a t io n s  a re  c o m p lic it  in re p ro d u c in g  g e n d e r  in e q u a lity . In  o th e r  w o rd s , 

o rg a n is a tio n a l p ro c e s s e s  a re  a lso  g e n d e re d  p ro c e sse s . T h ird , o rg a n is a t io n s  a re  

p ro d u c e rs  a n d  d is s e m in a to rs  o f  g e n d e re d  im a g e s . F o u r th , in d iv id u a l g e n d e r  id e n ti ty  is 

p ro d u c e d  th ro u g h  o rg a n isa tio n s . O rg a n isa tio n s  a s s is t in  e s ta b lis h in g  w h a t is m a in s tre a m  

m a s c u lin e  o r  fe m in in e  p ra c tic e . F if th , a  c e n tra l te n e t o f  fe m in ism  is to  tra n s fo rm  

o rg a n is a tio n s  th ro u g h  c h a lle n g in g  an d  re c o n s tru c tin g  c u rre n t g e n d e r  a n d  p o w e r  

re la tio n s .

A c k e r  (1 9 9 0 )  a lso  c ite s  fiv e  in te ra c tin g  g e n d e re d  p ro c e ss e s  th a t a re  c ru c ia l  to 

c o n s tru c tin g  a n d  re p ro d u c in g  o rg a n isa tio n a l cu ltu re . T h e s e  in c lu d e  a  g e n d e re d  d iv is io n  

o f  la b o u r, s y m b o lic  re p re se n ta tio n s  o f  g en d e r , in te r -g e n d e r  an d  in tra -g e n d e r  

re la tio n s h ip s , g e n d e r in g  o f  in d iv id u a l id e n tity , an d  g e n d e r in g  o f  so c ia l s tru c tu re . A c k e r
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(1 9 9 0 :1 5 1 )  e x p la in s  th a t a  g e n d e re d  a n a ly s is  o f  o rg a n is a tio n  p ro v id e s  a  c le a re r  p ic tu re  

o f  w h a t c o n s ti tu te s  o rg a n isa tio n a l lo g ic . F o r  e x am p le , m u c h  o f  th e  w o rk  d o n e  o n  

o rg a n is a tio n s  a n d  w o rk  a d o p t an  e x e m p la r  o f  th e  w o rk e r  th a t is g e n d e r  n e u tra l , a b s tra c t 

a n d  d is e m b o d ie d :

T h e  a b s tra c t, b o d ile s s  w o rk e r  w h o  o c c u p ie s  th e  a b s tra c t, g e n d e r -n e u tra l  

jo b  h a s  n o  se x u a lity , no  e m o tio n s  an d  d o e s  n o t p ro c re a te . T h e  a b se n c e  o f  

s e x u a lity , e m o tio n a lity  a n d  p ro c re a tio n  in  o rg a n isa tio n a l lo g ic  a n d  

o rg a n is a tio n a l th e o ry  is  an  a d d itio n a l e le m e n t th a t b o th  o b sc u re s  a n d  h e lp s  

to re p ro d u c e  u n d e r ly in g  g e n d e r  re la tio n s .

T h u s , a  d is e m b o d ie d  w o rk e r  is re p re se n ta tiv e  o f  th e  s e p a ra tio n  b e tw e e n  w o rk  

a n d  s e x u a lity  (H e a m  a n d  P a rk in , 19 8 7 ). T h e  sam e  c o u ld  b e  a p p lie d  to  th e  s e p a ra t io n  o f  

w o rk  fro m  e m o tio n a lity . T h e  s ta tu s  o f  th e  a ffe c t-n e u tra l w o rk e r  is su c h  th a t e m b o d ie d  

p ro c e s s e s  s u c h  as e m o tio n a lity  a re  n o t re c o g n ise d  as v a lid  o r  le g itim a te  a s p e c ts  o f  th e 

w o rk p la c e . A c k e r ’s fra m e w o rk  o f  g e n d e re d  p ro c e sse s  can  b e  u til is e d  to e x p lo re  h o w  

e m o tio n a lity  as an  o rg a n is in g  p ro c e ss  is a lso  g en d ered .

P a rk in  (1 9 9 3 ) c la im s  th a t th e  lim ite d  a tte n tio n  p a id  to o rg a n is a t io n a l  

e m o tio n a li ty  is  d u e  in  p a r t  to  a  c u ltu ra l p re d is p o s it io n  to p r iv i le g e  m a le s tre a m  p ra c tic e s  

a n d  d is c o u rse s  o f  e m o tio n . P a rk in  e x p la in s  th a t th e  s u p p re ss io n , d e n ia l  a n d  

m in im is a tio n  o f  th e  ro le  o f  e m o tio n  w ith in  o rg a n isa tio n s  is lin k e d  to  th e  p ro p e n s ity  to 

v is u a lis e  o rg a n is a tio n  a n d  e m o tio n  as b in a ry  o p p o s ite s . W h ile  o rg a n is a tio n  re p re se n ts  

th e  ra tio n a l m a le  m in d , e m o tio n  re p re se n ts  th e  ir ra tio n a l fe m a le  b o d y . T h is  te n d e n c y  to 

sp lit  e m o tio n  a n d  o rg a n is a tio n  is fu r th e r  e x a c e rb a te d  b y  th e  a r tif ic ia l d is t in c tio n  b e tw e e n  

p u b lic  a n d  p r iv a te  sp h e re s . E m o tio n a lity  is lo c a te d  w ith in  th e re a lm  o f  th e  p r iv a te , 

‘fe m in in e ’ a n d  n o n -p ro d u c tiv e  sp h ere . T h e  o n ly  e x c e p tio n  to  th is  is w h e n  p r iv a te  sp h e re
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a c tiv it ie s  a re  re p ro d u c e d  w ith in  th e  p u b lic  sp h ere . T h e se  a c tiv itie s  in c lu d e  th o se  

c h a ra c te r is tic  o f  th e  ‘c a r in g ’ p ro fe ss io n is  su ch  as n u rs in g , so c ia l w o rk  a n d  te a c h in g .

T h is  e m o tio n a l d iv is io n  o f  la b o u r  is n a tu ra lis e d  a n d  m a in ta in e d  th ro u g h  th e  

te n d e n c y  to  d ic h o to m is e  e m o tio n a l i ty  itse lf . E m o tio n a lity  is n a rro w ly  d e f in e d  as 

in c lu d in g  e x p re s s io n  o f  ‘fe m in in e ’ e m o tio n s  su c h  as c o m p a ss io n , lo v e  a n d  g rie f. 

S u p p re s s io n  o f  e m o tio n  is  th e re fo re  e q u a te d  w ith  th e  s u p p re ss io n  o f  th e  fe m in in e . T h is  

p ro c e s s  is  m a n ife s t  th ro u g h  m a n y  g e n d ie red  p ro c e sse s  in  th e  w o rk p la c e  th a t p r iv i le g e  th e  

‘m a s c u l in e ’ p ra c tic e s  o f  e m o tio n a l d e n ia l ,  s u p p re ss io n  an d  c o n tro l (P a rk in , 1 9 9 3 :1 8 3 ). 

S tre s s  d is c o u rs e  in th e  w o rk p la c e  is o n e  e x a m p le  o f  h o w  g e n d e re d  a n d  e m o tio n a l 

p ro c e s s e s  w o rk  in  ta n d em :

S tre ss  a n d  e m o tio n  a re  seen  in  te rm s  o f  p e rso n a l w e a k n e ss  a n d  n o t as a  

re s u lt  o f  o rg a n is a tio n a l s tru c tu re s  an d  p re s su re s ...th e  s tru c tu re s  o f  m a le  

r a t io n a li ty  m a y  c o n s tru c t a n d  c o n tro l e m o tio n a lity  th ro u g h  d e f in in g  

e m o tio n a l s tre n g th  in  te rm s  o f  m a le  ra tio n a l n o rm s. (P a rk in , 1 9 9 3 :1 8 3 )

P a rk in  c o n c lu d e s  th a t th e  g en d e ir in g  o f  o rg a n isa tio n a l p o w e r  is m a d e  p o s s ib le  b y  

th e  m a le  s e x u a l n a rra tiv e . In  tu rn , t;his n a rra tiv e  a lso  d e fin e s  w h a t o rg a n is a tio n a l 

e m o tio n a li ty  is , a n d  h o w  it is p ra c tise d .

In  s u m m a ry , th e  ‘se r io u s  n e g le c t ’ o f  g e n d e re d  p ro c e sse s  in  o rg a n is a tio n s , fro m  

b o th  a  p ra c t ic a l  a n d  th e o re tic a l sem se, m ir ro rs  th a t o f  e m o tio n a l p ro c e s s e s  in  

o rg a n is a t io n s  (M ills , 19 8 8 ; H e a rn  a n d  P a rk in , 1983 ). C o n n e ll (1 9 8 7 )  e x p la in s  th a t  th e  

m a in  re a so n  fo r  th is  n e g le c t lie s  in  t h e  o rig in s  o f  th e  m o d e m  w e s te rn  o rg a n is a tio n . 

H is to r ic a l ly , th e  v a s t m a jo r i ty  o f  p o w e r fu l  p u b lic  o rg a n is a tio n s  w e re  e i th e r  m a le  

d o m in a te d  o r  m a le  sp e c if ic . S e x u a lity , in p a rtic u la r , h e te ro se x u a lity , w as  re le g a te d  to
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th e  p r iv a te  s p h e re , th e  lo c a tio n  o f  le g itim a te  se x u a l a c tiv ity , a n d  a w a y  f ro m  th e  

lo c a tio n s  o f ‘le g i t im a te ’ p o w e r  (B u rre ll , 19 8 4  c ite d  in  A ck er, 1990).

S im ila r ly , th e  s ite  o f ‘le g i t im a te ’ e m o tio n a lity  w as  n o t th e  p u b lic  sp h e re , b u t  th e  

h o m e  a n d  fa m ily . E m o tio n a l c a th a rs is , th e  d is c h a rg e  o f  e m o tio n a l te n s io n  a n d  im p u ls e s  

th a t  h a v e  b u i l t  u p  as a  re su lt o f  th e  p re s su re s  o f  th e  p u b lic  sp h e re , w a s  s u p p o s e d ly  

v e n te d  w ith in  th e  p r iv a te  sp h e re . W iv e s , d a u g h te rs  a n d  lo v e rs  w e re  e x p e c te d  to  s o o th e  

a n d  ta m e  th e  e s s e n tia l ly  ‘w i ld ’ n a tu re  o f  th e  p u b lic  m a n  th ro u g h  th e ir  ‘fe m in in e ’ 

p ro p e n s ity  fo r  e m o tio n  w o rk .

H o w e v e r , S te a m s  (1 9 8 6 ) an d  S te a m s  an d  S te a m s  (1 9 9 0 ) e x p la in  th a t  th is  

p r iv a t is a t io n  o f  e m o tio n a lity  w a s  c la s s -b a se d , as n in e te e n th  c e n tu ry  m id d le  c la s s  

p ra c tic e s  o f  e m o tio n a l c o n tro l s p ille d  o v e r  in to  th e  w o rk p la c e . In  a d d itio n  to  th is , 

in c re a s e d  c o n f l ic t  w ith in  th e  w o rk p la c e  le d  to n e w  fo rm s  o f  ‘a n g e r ’ c o n tro l a t w o rk .8 

C o n tro l o f  e m o tio n s  in  th e  w o rk p la c e , e sp e c ia lly  th e  ‘m a s c u l in e ’ e m o tio n  o f  a n g e r , w as  

d e e m e d  n e c e s s a ry  fo r  th e  d e v e lo p m e n t o f  in d u s tr ia l h a rm o n y , p ro d u c tiv ity  a n d  w o rk e r  

c o m p lia n c e  w ith  m a n a g e r ia l  id e o lo g y . D e sp ite  an  in c re a se  in  th e  n u m b e rs  o f  w o m e n  

w o rk e rs  at th is  t im e , m o s t o f  th e  a tte m p ts  a t a n g e r m a n a g e m e n t w e re  d ire c te d  a t m en . 

W o m e n , h o w e v e r , re c e iv e d  th e ir  e m o tio n a l tra in in g  as w iv e s  a n d  m o th e rs  (C a n c ia n  an d  

G o rd o n , 198 8 ).

W h ile  th e  d e v e lo p m e n t o f  e m o tio n  m a n a g e m e n t as a  h u m a n  re so u rc e  s tra te g y  

b e c a m e  m o re  g e n d e r -n e u tra l , p a r tic u la r ly  fro m  th e  1930s o n w a rd s , m o s t o rg a n is a t io n s  

b a se d  th e ir  a p p ro a c h  to  e m o tio n  m a n a g e m e n t u p o n  th e  a s s u m p tio n  th a t it w a s  th e  p u b lic  

m a sc u lin e  fo rm s  o f  e m o tio n a lity  th a t w e re  th e  n o rm . In  e ffe c t, th is  m e a n t th a t  th e
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e x p re s s io n  o f  p a r t ic u la r  fe m in in e  e m o tio n s  w ith in  th e  w o rk p la c e  w e re  c o n s id e re d

d e v ia n t. T h e re fo re , e m o tio n  w as  s ti l l  lo c a ted  o u ts id e  th e  o rg a n is in g  p ro c e s s e s  th a t

p r iv i le g e d  in s tru m e n ta l  g o a l o r ie n ta tio n  a n d  ra tio n a l m o d e s  o f  o rg a n isa tio n .

P u tn a m  a n d  M u m b y  (1 9 9 3 ) e m p lo y  a  p o s t-s tru c tu ra lis t  fe m in is t a p p ro a c h  to

a n a ly s e  th is  ra tio n a l/e m o tio n a l  d ic h o to m y  th a t s till  p re v a ils  w ith in  o rg a n is a t io n a l

th e o ry . T h e ir  re a d in g  o f  S im o n ’s (1 9 7 2 )  c o n s tru c t ‘b o u n d e d  r a t io n a li ty ’ c r it iq u e s  th e

m a le -c e n tre d , c a r te s ia n  a ss u m p tio n s  th a t u n d e rp in  th e  co n ce p t. T h e y  a rg u e  th a t th e

o n to lo g ic a l b a s is  o f  th is  c o n c e p t is lim ite d , in  th a t it e x c lu d e s  a lte rn a tiv e  m o d e s  o f

o rg a n is in g . P u tm a n  a n d  M u m b y  u se  e m o tio n a l la b o u r as i llu s tra tio n  o f  h o w  b o u n d e d

ra tio n a lity  p e rp e tu a te s  th e  m in d -b o d y  d u a lism , w h ic h  in  tu rn  d ise m b o d ie s  w o rk e rs  b y

s e g m e n tin g  c o g n it io n  fro m  e m o tio n . T h e y  a rg u e  th a t e m o tio n a l la b o u r  s e rv e s

in s tru m e n ta l g o a ls  an d  ta sk  fu n c tio n s . T h is  e ffe c tiv e ly  a lie n a te s  and  d e -c o n te x tu a lis e s

th e  in d iv id u a l, b e c a u s e  it is th e  m in d /b o d y  d u a lism  th a t h e lp s  re d u c e  e m o tio n  to  a  fo rm

o f  a lie n a te d , a b s tra c t la b o u r. P u tn a m  an d  M u m b y  a sse rt th a t w h e n  e m o tio n  is r e d u c e d  to

b o d ily  d isp la y , as is th e  c a se  w ith  m u c h  o f  in te ra c tiv e  s e rv ice  w o rk  (L e id n e r , 1 9 9 3 ), th is

h as  th e  e ffe c t o f  d iv o rc in g  c o g n itiv e  a sp e c ts  o f  w o rk  fro m  th e  e m o tio n a l a sp e c ts .

H o w e v e r , d ire c t  c o n tro l a n d  s u rv e illa n c e  o f  e m o tio n a l d isp la y  at w o rk  is n o t th e  o n ly

w a y  th e  la b o u r  p ro c e ss  is  in te n s if ie d . E m o tio n a l c o n tro l o c c u rs  o s te n s ib ly  th ro u g h

c u ltu ra l c o n tro l (M u m b y  a n d  P u tn a m , 1 9 9 2 :4 7 3 ):

E m o tio n s  a re  e m b e d d e d  in  sy m b o ls  su ch  as m y th s  an d  s to rie s  th a t t ra n s m it 

th e  o rg a n is a t io n ’s v a lu e s  a n d  id e o lo g ie s . T h e  o rc h e s tra tin g  o f  sy m b o ls  

e x te n d s  b e y o n d  e m o tio n a l d isp la y s  b e c a u se  it c an  c o n tro l b o th  th e  

e x p re s s io n  an d  th e  in te rp re ta tio n  o f  m e m b e rs ’ fe e lin g s.

B e c a u se  e m o tio n s  a re  c e n tra l to th e  in c u lc a tio n  o f  o rg a n is a tio n a l c u ltu re , 

M u m b y  a n d  P u tn a m  (1 9 9 2 :4 7 3 )  a sse r t th a t e m o tio n s  a re  th e re fo re  a k ey  a s p e c t  o f  

b o u n d e d  ra tio n a lity :
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V a lu e  p re m is e s  in c u lc a te d  th ro u g h  e m o tio n a l c o n tro l a n d  o rg a n is a tio n a l 

id e n tif ic a tio n  g u id e  th e  w a y s  in  w h ic h  m e m b e rs  fo rm u la te , s e le c t  a n d  

c h o o se  a lte rn a tiv e s  to  p ro b le m s .

A s  a  m a in  fe a tu re  o f  b o u n d e d  ra tio n a lity  is th a t d e c is io n s  n e e d  to  b e  c o n s is te n t  

w ith in  a  g iv e n  se t o f  v a lu e  p re m is e s , e m o tio n s  a re  th e re fo re  ‘o b je c t i f ie d ’ as  an  

‘in e v i ta b le ’ a n d  ‘im m u ta b le ’ p a r t  o f  o rg a n isa tio n a l c u ltu re  (M u m b y  a n d  P u tn a m , 

1 9 9 2 :4 7 3 ).

P u tm a n  a n d  M u m b y  in tro d u c e  th e  c o n ce p t o f  ‘b o u n d e d  e m o tio n a l i ty ’, w h ic h  

in v o lv e s  a  c o n c e p tu a lis a t io n  o f  o rg a n is in g  th a t p r iv ile g e s  in te rs u b je c tiv e  n o tio n s  o f  

in te r re la te d n e s s , s u p p o r tiv e n e s s , a n d  p e rs o n a l re sp o n s ib ility  as c e n tra l  o rg a n is in g  

p ra c tic e s  an d  p ro c e sse s . T a b le  7 c o m p a re s  th e se  p ra c tice s  th a t c o n s ti tu te  b o u n d e d  

ra tio n a lity  w ith  th o se  th a t c o n s ti tu te  th e  p ra c tic e  o f  b o u n d ed  ra tio n a lity .

T a b le  7

A  C o m p a r is o n  o f  B o u n d e d  R a tio n a li ty  an d  B o u n d e d  E m o tio n a lity

B o u n d e d  R a t io n a li ty  B o u n d e d  E m o tio n a lity

O rg a n is a tio n a l lim ita tio n s  In te rsu b je c tiv e  lim ita tio n s

H e ira rc h y -  m e a n s /e n d  c h a in  H e te ra c h y  o f  g o a ls  a n d  v a lu e s

R e d u c tio n  o f  a m b ig u ity  th ro u g h  s a tis fy in g  T o le ra n c e  o f  a m b ig u ity

G e n d e re d  a n d  o c c u p a tio n a l fe e lin g  ru le s  R e la tio n a l fe e lin g  ru le s

S o u rce : M u m b y  a n d  P u tn a m  (1 9 9 2 )

In  te rm s  o f  th e  o rg a n is a tio n a l c u ltu re  lite ra tu re  o u tlin e d  p re v io u s ly , th is

f ra m e w o rk  illu s tra te s  th e  p o li t ic a l  p o s i tio n in g  o f  b o th  in te g ra tio n is t  a n d  f ra g m e n ta tio n

s tu d ie s . I t is su g g e s te d  th a t  m o s t in te g ra tio n is t  s tu d ie s  w o u ld  be  lo c a ted  w ith  b o u n d e d

ra tio n a lity , w h ile  f r a g m e n ta tio n  s tu d ie s  a re  lo ca ted  w ith  b o u n d e d  e m o tio n a lity . P u tm a n

a n d  M u m b y  h a v e  a d d e d  to  M a r t in ’s m a tr ix  th ro u g h  an  e m p h a s is  on  th e  o n to lo g ic a l

p o s itio n s  o f  a t le a s t tw o  a p p ro a c h e s  to o rg a n isa tio n a l c u ltu re . T h is  is p a r t ic u la r ly  e v id e n t
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in  th e ir  c r it iq u e s  o f  th e  c o n c e p t o f  ‘s a tt is f ic in g ’. T h e y  su g g es t th a t th is  is r e s p o n s ib le  fo r  

th e  s e p a ra tio n  o f  e m o tio n  fro m  d e c is io n -m a k in g  p ro c e sse s . S im ila r ly , th e ir  

a c k n o w le d g e m e n t o f  a m b ig u ity  h ig h llig h t th e  o fte n  lim ited  fra m e w o rk s  w i th in  w h ic h  

s tu d ie s  o f  o rg a n is a t io n  c u ltu re s  h a v e  b e e n  c o n d u c te d .

T h e  d is t in c t io n  th e y  m a k e  b e tw /e e n  e m o tio n a l la b o u r  a n d  w o rk  fe e lin g s , a l th o u g h  

an  e m a n c ip a to ry  p ro je c t  b a se d  u p o n  c e r ta in  co n ce p ts  o f  s e l f  a n d  its re la t io n s h ip  to  

o rg a n isa tio n , i l lu s tra te s  h o w  it is e rro m eo u s  to  a ssu m e  e m o tio n a l la b o u r  is g iv e n , b o th  in  

a  c o n c e p tu a l a n d  p ra c t ic a l  sen se .

T a b le  8 i l lu s tra te s  th e  d is tin c tiio n  b e tw e e n  e m o tio n a l la b o u r a n d  w o rk  fe e lin g s . 

T h is  d is tin c tio n  is s im ila r  to  H o c h s c h i ld ’s w o rk  in  so m e  re sp ec ts . W h ile  H o c h s c h ild  

c o n c e n tra te d  o n  th e  p e rn ic io u s  n a tu re  o f  e m o tio n a lity , h e r  w o rk  d id  n o t e x te n d  to  th e  

p o ss ib il i ty  o f  c u ltu ra l c h a n g e  n e e d e d  to  tra n s fo rm  th e  p o s itio n in g  o f  e m o tio n a li ty  w ith in  

o rg a n isa tio n s .

S o u rce : M u m b y  a n d  P u tn a m  (1 9 9 2 )

T a b le  8 s u g g e s ts  th a t  e ffe c t iv e  o rg a n isa tio n a l c h a n g e  re q u ire s  c u ltu ra l c h a n g e  - 

in  th is  c a se , e x te n s iv e  c u ltu ra l c h a n g e . P u tm a n  an d  M u m b y  are  s u g g e s t in g  th a t 

t ra n s fo rm a tio n  o f  o rg a n is a tio n a l e m o tio n a l i ty  req u ires  a s ig n if ic a n t p a ra d ig m  s h if t  f ro m  

ra tio n a lis tic  m o d e s  o f  o rg a n is in g  to  a  m iore d e -cen tred , p o s t-m o d e rn  m o d e .

T ab le  8

D is t in c t io n s  b e tw e e n  E m o tio n a l  L a b o u r a n d  W o rk  F e e lin g s

E m o tio n a l L a b o u r  

O rg a n is a tio n a lly  C o n tro lle d  

F e e lin g s  as c o m m o d itie s  

O rg a n is a tio n a lly  a sc r ib e d  

In s tru m e n ta l re a so n in g

W o rk  F e e lin g s  

S p o n ta n e o u s  an d  E m e rg e n t 

F e e lin g s  as in te rre la te d n e s s  

M e a n in g  c en tred  

P ra c tic a l re a so n in g



G iv e n  th a t  w o rk  d o n e  o n  o rg a n is a tio n a l e m o tio n a lity  a n d  c u ltu ra l c h a n g e  is 

v ir tu a lly  n o n -e x is te n t  a t th is  s tag e , su c h  a  p ro je c t is s till  in  its  e m b ry o n ic  fo rm . T h e  

d e a r th  o f  l i te ra tu re  w ith in  th is  a re a  is  fu r th e r  e x a c e rb a te d  b y  th e  la c k  o f  a tte n tio n  p a id  to  

th e  ‘a v e r a g e ’ m a le -d o m in a te d  o rg a n is a tio n  th a t is a w a sh  w ith  m a sc u lin is t  id e o lo g ie s  o f  

e m o tio n a li ty  a n d  tra d itio n a l n o rm a tiv e  fo rm s  o f  o rg a n isa tio n a l e m o tio n a lity . In  o rd e r  to 

fu lly  c o m p re h e n d  th e  lin k a g e s  b e tw e e n  b o u n d e d  ra tio n a lity  a n d  o rg a n is a tio n a l 

e m o tio n a lity , th e  ‘s i le n c e s ’ w ith in  o rg a n isa tio n a l c u ltu re s  th e m se lv e s  n e e d  to  b e  ‘r e a d ’. 

O n e  o f  th e  m o s t  s ig n if ic a n t a sp e c ts  o f  o rg a n isa tio n a l c u ltu re  th a t is  p re s e n tly  a  ‘s i le n c e ’ 

is o rg a n is a t io n a l  e m o tio n a lity . T h is  s ile n c e  ru n s  c o n c u r re n tly  w ith  th e  s ile n c e  o f  

o rg a n is a t io n a l  m a sc u lin ity .

O R G A N IS A T IO N A L  M A S C U L IN IT Y

S im ila r  to  o rg a n is a tio n a l e m o tio n a lity , th e  s tu d y  o f  o rg a n is a tio n a l m a s c u lin ity  is 

a  re la tiv e  n e w  e n d e a v o u r  (H e a rn , 1993). M o rg a n ’s (1 9 9 2 ) g e n e a lo g y  o f  th e  s tu d y  o f  

m a s c u lin i ty  in  th e  w o rk p la c e  in d ic a te s  th a t th e  te rm s ‘w o r k ’ o r  ‘w o rk in g ’ a n d  ‘m e n ’ a re  

n e a r ly  a lw a y s  lin k e d . T h is  v e r if ie s  A c k e r ’s (1 9 9 0 ) c la im  th a t th e  d is e m b o d ie d  w o rk e r  so 

p re v a le n t  in  o rg a n is a tio n a l th e o ry  is a lw ay s  a  m an . T h is  c u ltu ra l c o n s tru c tio n  o f  

‘o rg a n is a t io n a l  m a n ’ c o n s is ts  o f  an  im a g e  o f  th e  ty p ic a l o rg a n is a tio n a l m e m b e r  as 

a ffe c tiv e -n e u tra l ,  w ith  fa m ily  re s p o n s ib il i ty  an d  h e g e m o n ic a lly  m a sc u lin e . H o w e v e r , 

th is  is  a  re a d in g  o f  o rg a n is a tio n a l m a n  th a t re c o g n ise s  th e  im p lic itn e s s  o f  m a sc u lin ity  as 

a  b a s ic  fe a tu re  o f  th e  o rg a n is a tio n a l id ea l typ e . T h e  m a s c u lin i ty  o f  w o rk  a n d  

o rg a n is a t io n  is ra re ly  m a d e  e x p lic it  (C o c k b u m , 1983). I f  it is m a d e  m a n ife s t , it is o f te n  

c o n c e p tu a lis e d  as a  se r ie s  o f  sex  ro le  s te reo ty p e s .
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In  re c e n t  y e a rs , th e re  h as  b e e n  a  m o v e  to n a m e  m a le  w o rk e rs  as ‘m e n ’ 

(C o c k b u m , 19 8 3 ; K im m e l a n d  M essn e r, 1989; C o n n e ll, 1987; B rit ta n , 1989 ; H e a rn  an d  

M o rg a n , 1 9 9 0 ; C o ll in s o n  an d  H e a rn , 1993). H o w e v e r, as M o rg a n  (1 9 9 2 :7 4 )  

a s s id u o u s ly  p o in ts  o u t, b r in g in g  m en  b a c k  in  to  o rg a n isa tio n a l th e o ry  is n o t w ith o u t  its  

d if f ic u ltie s . P a id  w o rk  h a s  b e e n  d e sc r ib e d  as th e  c en tre  o f  m e n ’s liv e s , a n d  as su c h , is 

a lso  th e  b a s is  o f  d o m in a n t  fo rm s  o f  m a sc u lin ity  a n d  m a sc u lin e  id e n tity  (F o rd , 1985 ; 

In g h a m , 1 9 8 4 ). H o w e v e r , m a sc u lin ity  is a lso  th e  su m  o f  w h a t it re je c ts . A c c o rd in g  to 

C o n n e ll  (1 9 9 5 ) , m a s c u lin i ty  is d e f in e d  in  re la tio n  to fe m in in ity . T h e re fo re  m a s c u lin ity  

is  n o t o n ly  w h a t  c o n s ti tu te s  b e in g  a  m a n , (fo r e x am p le , s tre n g th , e m o tio n a l c o n tro l and  

an  a b il i ty  to  c o n tro l th e  im m e d ia te  e n v iro n m e n t)  b u t a lso  e v e ry th in g  th a t fe m in in ity  is 

no t. F o r  in s ta n c e , th e  lin k a g e  b e tw e e n  m a sc u lin ity  a n d  p a id  w o rk  is in  d ire c t c o n tra s t  to 

th a t o f  fe m in in ity  an d  u n p a id  w o rk . P a id  w o rk  in v o lv e s  c o n tro l o v e r  ta sk s , p e o p le  an d  

id e as , w h e re  o n e  c o n s tru c ts  th e w o rld  th ro u g h  ra tio n a l ac tio n . O n  th e  o th e r  h a n d , u n p a id  

w o rk  is  a s s o c ia te d  w ith  m a in ta in in g  re la tio n sh ip s  b e tw e e n  p e o p le  w ith in  th e  p r iv a te  

sp h e re . T h e  c o n s tru a l  o f  p a id  w o rk  as rea l w o rk  th a t o c cu rs  s o le ly  w ith in  th e  p u b lic  

sp h e re  c o n tra s ts  s ig n if ic a n tly  w ith  u n p a id  w o rk , w h ic h  is  c o n s tru e d  as m a in te n a n c e  

w o rk  th a t  o c c u rs  w ith in  th e  p riv a te  sp h e re . T h e  fo rm e r is c le a r ly  v is ib le  w ith in  th e 

p u b lic  s p h e re ; th e  la tte r  is v ie w e d  as in v is ib le  an d  in ta n g ib le . T h e s e  d ic h o to m ie s  a re  

c lo se ly  t ie d  to  g e n d e re d  id e o lo g ic a l c o n s tru c ts  o f  a p p ro p ria te  m a sc u lin e  a n d  fe m in in e  

p ra c tic e . W h a t th e se  d ic h o to m ie s  do n o t in d ic a te  is th a t m a s c u lin ity  is c o n tin g e n t u p o n  

th e  s y m b o lic  a n n ih ila tio n  o f  fe m in in ity , h o m o s e x u a lity  an d  d is e m b o d ie d  fo rm s  o f  

m a sc u lin ity .

M o rg a n  (1 9 9 2 )  in d ic a te s  th a t th e  c o m p le x ity  in h e re n t in th e  c o n n e c tio n  b e tw e e n  

m a s c u lin i ty  a n d  w o rk  is tie d  to th e c h an g in g  n a tu re  o f  w o rk  itse lf . I f  th e  fo r tu n es  o f
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m a s c u l in i ty  a re  c lo se ly  a lig n e d  w ith  th e  fo r tu n e s  o f  w o rk , th e n  an y  ‘o n to lo g ic a l 

d e v a lu a t io n ’ o f  w o rk  th a t o c c u rs  w il l  m o s t c e r ta in ly  in f lu e n c e  h o w  m a s c u lin i ty  is 

re p ro d u c e d  (B e rg e r , 1 9 6 4 :2 1 7  c ite d  in  M o rg a n , 19 9 2 ). T h e re fo re , an  in c re a se  in  th e  

d e v a lu a tio n  o f  w o rk  th ro u g h  th e  p ro c e ss e s  o f  d e -s k ill in g  an d  d is in te g ra tio n  o f  th e  

p r im a ry , c o re  a n d  m a le  w o rk fo rc e  in  fa v o u r  o f  a  f le x ib le , p e r ip h e ra l a n d  fe m a le  o n e  w ill 

a l le g e d ly  a ffe c t h o w  m a s c u lin ity  is  c o n c e p tu a lis e d  a n d  p ra c tise d .

W h ile  th is  h y p o th e s is  s o u n d s  p la u s ib le , it  is  a rg u e d  h e re  th a t th e  w o rk p la c e  is 

o n ly  o n e  s ite  w h e re  d o m in a n t m a sc u lin it ie s  a re  c re a te d . It is th e re fo re  e rro n e o u s  to 

a s s u m e  th a t c h a n g e s  at th e  lev e l o f  w o rk  w ill c re a te  a  d e s ta b ilis in g  in f lu e n c e  w ith in  

c u rre n t g e n d e r  o rd e rs  th a t p r iv i le g e  th e  ro le  o f  m e n  as c o n tro lle rs  o f  e m o tio n . I f  

a n y th in g , th e  c h a n g e  is o c c u rr in g  in  th e o th e r  d ire c tio n . W o m e n  a re  in c re a s in g ly  

e x p e c te d  to  s im u lta n e o u s ly  b e h a v e  lik e  th e ir  m a le  c o lle a g u e s  w h ile  b r in g in g  ‘s p e c ia l’ 

q u a lit ie s  in to  th e  w o rk p la c e  th a t a re  su p p o se d  to ‘s o f te n ’ th e  c o rp o ra te  w o rld  

(H o c h sc h ild , 1 9 8 3 ). T h e re fo re , M o rg a n ’s w a rn in g  a b o u t th e  c o n tra d ic to ry  n a tu re  o f  th e  

re la t io n s h ip  b e tw e e n  m a sc u lin ity  a n d  w o rk  is h e e d e d . T o  u n d e rs ta n d  th is  c o n tra d ic to ry  

re la t io n s h ip , a  f r a m e w o rk  is n e e d e d  to  a ss is t in  th e  e x p lo ra tio n  o f  th e  c o n c e p tu a lis a tio n  

a n d  p ra c t ic e  o f  m a sc u lin ity .

C o n n e l l ’s th e o ry  o f  g e n d e r  as s tru c tu r in g  s o c ia l p ra c tic e  a s s is ts  in  d e v e lo p in g  a 

w o rk in g  d e f in it io n  o f  m a s c u lin ity  th a t a cc o u n ts  fo r  b o th  its c o m p le x  a n d  c o n tra d ic to ry  

n a tu re . C o n n e ll  a rg u e s  th a t p o s itiv is t  d e f in it io n s  o f  m a sc u lin ity  b a se d  u p o n  b y  M /F  

sc a le s  a re  b a s ic a l ly  d e sc r ip tio n s  o f  w h a t m e n  are . T h e se  sca le s  re q u ire  a  p rio r i 

a s s u m p tio n s  a b o u t g e n d e r  an d  a re  th e re fo re  e s s e n tia l ly  n o rm a tiv e  d e sc r ip tio n s  o f  

g e n d e re d  s te re o ty p e s . E s se n tia lis t  d e f in itio n s  th a t a tte m p t to a c c o u n t for w h a t is th e  

‘c o r e ’ o f  m a s c u lin i ty  a re  o f te n  at o d d s  w ith  e a c h  o th e r, b e ca u se  th e re  is no a g re e m e n t
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a b o u t w h a t th e  c o re  is. S im ila r ly , n o rm a tiv e  d e f in itio n s  re c o g n ise  d if fe re n c e s  a n d  o f fe r  a  

s ta n d a rd  o f  w h a t m e n  o u g h t to be. S e m io tic  d e f in itio n s  h ig h lig h t s y m b o lic  d iffe re n c e s  

th ro u g h  th e  s tu d y  o f  m a s c u lin ity  in  c o n tra s t  to  w h a t it is n o t - fe m in in ity . C o n n e ll 

(1 9 9 5 :7 1 )  a rg u e s  th a t a n y  d e f in it io n  o f  m a s c u lin ity  n e e d s  to fo cu s  o n  p ro c e ss e s  a n d  

p ra c tic e s  th ro u g h  a n d  in  w h ic h  b o th  m e n  a n d  w o m e n  a re  a  p art:

‘M a s c u l in i ty ’ to  th e  e x te n t th a t th e  te rm  c an  b e  d e f in e d  a t a ll, is 

s im u lta n e o u s ly  a  p la c e  in  g e n d e r  re la tio n s , th e  p ra c tic e s  th ro u g h  w h ic h  

m e n  a n d  w o m e n  e n g a g e  in  th a t p la c e  in  g en d e r , a n d  th e  e ffe c ts  o f  th o se  

p ra c tic e s  in  b o d ily  e x p e r ie n c e s , p e rs o n a lity  a n d  c u ltu re .

C o n n e ll  re c o g n ise s  th e  e x is te n c e  o f  m u ltip le  m a sc u lin it ie s , w h ic h  c an  e ith e r  b e  

h e g e m o n ic  o r  s u b o rd in a te d . C o n n e ll (1 9 9 5 :7 7 )  d e fin e s  h e g e m o n ic  m a s c u lin ity  as:

T h e  c o n f ig u ra t io n  o f  g e n d e r  p ra c tic e  w h ic h  e m b o d ie s  th e  c u rre n tly  

a c c e p te d  a n sw e r  to th e  p ro b le m  o f  th e  le g itim a c y  o f  p a tr ia rc h y , w h ic h  

g u a ra n te e s  th e  d o m in a n t p o s itio n  o f  m e n  a n d  th e  s u b o rd in a tio n  o f  w o m e n .

C o n n e ll  o u tlin e s  se v e ra l a sp e c ts  o f  g e n d e r  as so c ia l p ra c tic e  th a t a re  a p p lic a b le  

to  m a sc u lin ity . S u b o rd in a tio n  in d ic a te s  th a t b e tw e e n  m e n  th e re  a re  g e n d e r  re la tio n s  o f  

s u b o rd in a tio n  a n d  d o m in a n c e . G a y  m a sc u lin it ie s  can  be fo u n d  at th e  b o tto m  o f  th is  

h ie ra rc h y , w h a t C o n n e ll (1 9 9 5 :7 8 )  re fe rs  to as “ th e  re p o s ito ry  o f  w h a t is sy m b o lic a lly  

e x p e lle d  f ro m  h e g e m o n ic  m a s c u lin i ty ” . H o w e v e r , it w o u ld  b e  s im p lify in g  th e  p ro c e s s  

o f  s u b o rd in a tio n  to  th e  e x tre m e  to su g g e s t th a t th e  g a y /s tra ig h t d ic h o to m y  is th e  o n ly  

m a n ife s ta t io n  o f  in tra -g e n d e r  re la tio n s  a m o n g s t m en . O th e r  h e te ro se x u a l m e n  a re  a lso  

e x c lu d e d  f ro m  th e  “ c irc le  o f  le g i t im a c y ”, an d  th is  m a n ife s te d  th ro u g h  w h a t C o n n e ll 

(1 9 9 5 :7 9 )  as th e  “ v o c a b u la ry  o f  a b u se ” . T h is  ra ise s  th e q u e s tio n  o f  ju s t  w h a t a n d  w h o  

re p re se n ts  th e  e m b o d im e n t o f  h e g e m o n ic  m a sc u lin ity . C o n n e ll a rg u e s  th a t w h ile  m o s t



m e n  d o  n o t a c tu a lly  p ra c t ic e  h e g e m o n ic  m a sc u lin ity  in  its p u re s t  fo rm , m o s t  m e n  b e n e f it  

fro m  th e  id e o lo g y  o f  m a s c u l in is m  th a t p r iv i le g e s  m e n  o v e r w o m e n  in  a  g e n e ra l sen se .

T h e re fo re , C o n n e l l  a s se r ts  th a t m o s t m e n  do  e n te r  in to  a  “ re la t io n s h ip  o f  

c o m p l ic i ty ” in  th a t m e n  c a n  b e n e f i t  fro m  p a r tic u la r  fo rm s  o f  m a s c u lin i ty  th a t  are  

c o n s tru c te d  w ith in  th e  id e o lo g ic a l re a lm  o f  p a tr ia rc h y . In  o th e r  w o rd s , a  m a n  d o e s  n o t 

n e e d  to  w a lk , ta lk  o r  e v e n  lo o k  lik e  R a m b o  in  o rd e r  to g a in  b e n e f its  f ro m  h e g e m o n ic  

m a sc u lin ity . T h is  p ro c e s s  o f  c o m p lic ity  o c cu rs  m o s t b la ta n tly  th ro u g h  th e  

m a rg in a lis a tio n  o f  c e r ta in  g ro u p s  o f  m e n . M e n  fro m  n o n -E n g lish  s p e a k in g  b a c k g ro u n d s , 

A b o rig in a l m e n  a n d  e v e n  m e n  w h o  fo llo w  c e r ta in  c a re e r  p a th s  m a y  e x p e r ie n c e  v a ry in g  

d e g re es  o f  m a rg in a lis a t io n  b e c a u s e  th e ir  p ra c tic e  o f  m a sc u lin ity  m a y  b e  d e e m e d  in 

c o n tra d ic t io n  to  th e  e d ic ts  o f  th e  w id e r  g e n d e r  o rd e r. In  so m e  c a se s , th e se  in d iv id u a l  

m e n  w h o  b e lo n g  to th e  la tte r  c a te g o r ie s  m a y  e x p e r ie n c e  m a rg in a lis a tio n  w ith in  th e  m o re  

sp e c if ic  g e n d e r  re g im e s  o f  th e  w o rk p la c e , le isu re , a n d  th e  fam ily . T h e  s tru c tu re s  o f  c la s s  

an d  ra c e  in te r tw in e  to  c re a te  fu r th e r  re la tio n sh ip s  b e tw e e n  m a sc u lin it ie s :

m a rg in a lis a t io n  is a lw a y s  re la tiv e  to  th e  a u th o r isa tio n  o f  h e g e m o n ic

m a s c u lin i ty  o f  th e  d o m in a n t  g ro u p s  (C o n n e ll, 19 95 :8 0 ).

W ith  re g a rd  to  th e  o rg a n is a t io n  u n d e r  in v e s tig a tio n  h e re , th e  p ro b le m  th a t  n e e d s  

a d d re s s in g  is  h o w  o rg a n is a t io n a l  m a sc u lin ity  in te rse c ts  w ith  o rg a n is a tio n a l 

e m o tio n a lity . I t  is  p o s i te d  th a t  in  th is  in s ta n c e , th e y  are  o n e  a n d  th e  sam e . H e n c e  a 

q u e s tio n  th a t n e e d s  to  b e  a n sw e re d  is h o w  m a le  w o rk e rs  w h o  e n g a g e  in  th e  ‘f e m in in e ’ 

sk ill o f  e m o tio n a l la b o u r  re c o n c ile  th e se  ta sk s  w ith  th e  d e m a n d s  o f  a  h e g e m o n ic a lly  

m a sc u lin e  g e n d e r  re g im e . In  o th e r  w o rd s , h o w  d o e s  an  o rg a n is a tio n  ju g g le  th e  te n s io n -  

r id d e n  c o -e x is te n c e  o f  c a r in g  a n d  m a sc u lin ity ?
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C o ll in s o n ’s (1 9 9 2 )  w o rk  o n  m a s c u lin ity  an d  su b je c tiv ity  in  th e  w o rk p la c e  m a y  

p ro v id e  s o m e  c lu es . C o l l in s o n  re c o g n ise s  th e  c e n tra li ty  o f  w o rk  as  a  c u ltu ra l m a rk e r  o f  

m a sc u lin ity , as  w e ll  as a n  im p o r ta n t s ite  fo r  th e  e x p lo ra tio n  o f  th e  in te rc o n n e c tio n s  

b e tw e e n  m a s c u lin i ty , s u b je c t iv i ty  a n d  c la ss . H o w ev e r, C o llin so n  is  c r it ic a l o f  th e  

‘c o m p e n s a t io n ’ th e o ry  o f  w o rk  (G ra y , 1987 ; C o c k b u m , 1983). T h is  th e o ry  s u g g e s ts  th a t 

p a r tic u la r  k in d s  o f  m a s c u lin i t ie s , su c h  as ‘m a c h o ’ id e n titie s , d e v e lo p  as a  w a y  o f  

c o m p e n s a tin g  fo r  th e  “ in d ig n itie s  o f  c o m m o d if ie d  an d  c o n tro lle d  m a n u a l la b o u r” 

(C o llin so n , 1 9 9 2 :3 6 ). I f  th is  th e o ry  is co rre c t, th e n  c o m p e n sa to ry  m a s c u lin i t ie s  w o u ld  

d e v e lo p  in  o th e r  s ite s  w h e re  m e n  a re  s im ila r ly  su b jec ted  to  c o n d itio n s  n o t o f  th e ir  o w n  

c h o o s in g . It is s u g g e s te d  th a t  w h ile  in d iv id u a l m a le  w o rk e rs  m a y  le ad  v e ry  r ic h  an d  

fu lf illin g  e m o tio n a l liv e s , th e y  do  th is  in  th e  face o f  in c re a s in g  p re s su re  fro m  w ith in  

b o th  p u b lic  and. p r iv a te  s p h e re s  to  ac t as tra d itio n a lly  h e g e m o n ic a lly  m a s c u lin e  ‘m e n ’. 

T h is  e x p e c ta tio n  is th e  b a s is  u p o n  w h ic h  o rg a n isa tio n a l e m o tio n a lity  is c o n s tru c te d . T h e  

id e o lo g y  o f  m a s c u lin is m  p ro m o te s  c e r ta in  o rg a n isa tio n a l p ra c tic e s  th a t s ty m ie  a tte m p ts  

to  d e - in s ti tu tio n a lis e  h e g e m o n ic  p a tte rn s  o f  m a sc u lin ity . T h is  a c h ie v e d  th ro u g h  a 

d e v a lu a tio n  o f  e m o tio n a l la b o u r  an d  th e  e n su in g  e m o tio n a l p ro c e ss  w o rk , a n d  th e  

p r iv i le g in g  o f  ‘in d iv id u a l is e d ’ re s p o n se s  to  e m o tiv e  d is so n a n c e . A  c o lle c tiv e  re s p o n se  

to  c e r ta in  k in d s  o f  e m o tio n a li ty , in  th e  c a se  o f  th e  Q A S , th a t is, a  re c o g n itio n  th a t  m e n  

a re  as e m o tio n a lly  c a p a b le  o f  c a r in g  fo r  e a c h  o th e r  w e ll as p a tie n ts , is th w a r te d  b e c a u s e  

it c o n flic ts  w ith  th e  b a s ic  te n e ts  o f  th e  w id e r  g e n d e r  re g im e  - m e n  a re  n o t c a re rs , a n d  i f  

th e y  e n g a g e  in  p u b lic  c a r in g  w o rk , th e y  n e ed  to c o n tin u a lly  re p ro d u c e  th e ir  m a n h o o d  in 

a  w a y  th a t d is a l lo w s  a  c h a lle n g e  to h e g e m o n ic  m a sc u lin ity . C o n se q u e n tly , th e  c la sh  

b e tw e e n  th e  p u b l ic ’ c a r in g ’ a n d  th e  p r iv a te  ‘c o n v ic t io n ’ is e x p la in e d  v ia  an  a n a ly s is  o f
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th e  in te r re la t io n s h ip s  b e tw e e n  o rg a n is a tio n a l m a s c u lin ity  an d  o rg a n is a t io n a l  

e m o tio n a lity .

T h is  c h a p te r  h a s  p ro v id e d  a n  o u tlin e  o f  w h y  o rg a n is a tio n s  n e e d  to  b e  

c o n c e p tu a lis e d  as c u ltu re s , p ro c e s s e s  a n d  g e n d e re d  e m o tio n a l a ren as . A n  e x a m in a tio n  o f  

th e  m e rits  a n d  lim ita t io n s  o f  th e  v a r io u s  a p p ro a c h e s  to  o rg a n is a tio n a l c u ltu re , in d ic a te d  

th a t  in  o rd e r  to  in c o rp o ra te  e m o tio n a lity  as an  in te g ra l c o m p o n e n t o f  o rg a n is a t io n a l  

c u ltu re , a  m u lt ip le  c o n f ig u ra tio n a l a p p ro a c h  n eed s  to be  a d o p ted . It w a s  d e m o n s tra te d  

th a t  th e  a d o p tio n  o f  a  o n e  d im e n s io n a l p e rsp e c tiv e  to  o rg a n is a tio n a l c u ltu re , su c h  as  a 

fu n c tio n a lis t  o r  c o n f l ic tu a l  a p p ro a c h , lim its  th e  u n d e rs ta n d in g  o f  h o w  in te g ra l 

e m o tio n a lity  is in  o rg a n isa tio n s . T h is  s tu d y  re q u ire s  a  c o n c e p tu a l f ra m e w o rk  o f  

o rg a n is a tio n a l c u ltu re  th a t is s e n s it iv e  to  in c o n s is te n c ie s  a n d  c o n tra d ic t io n s  w ith in  th e  

Q A S . H e n c e , a  m o v e  a w a y  fro m  th e  c o n c e p t o f  s tro n g  c u ltu re  is w a rra n te d  o n  th e  b a s is  

th a t re lia n c e  o n  it w o u ld  re su lt in  a  so m e w h a t s u p e rf ic ia l d e sc r ip tio n  o f  m a n a g e r ia l  

id e o lo g y . T h e re fo re , a  m u ltip le  c o n fig u ra tio n a l a p p ro a c h  in  th e  fo rm  o f  M a r t in ’s 

c u ltu ra l m a tr ix  m o d e l  h a s  b e e n  c h o se n  as th e  p re fe rre d  th e o re tic a l f ra m e w o rk . T h is  

m o d e l is b a s e d  o n  th e  a s s u m p tio n  th a t o rg a n isa tio n a l c u ltu re  is ra re ly  p u re  a n d  a lm o s t 

n e v e r  u n ita ry . T h e  s e c o n d  re a so n  fo r  a d o p tin g  th is  f ra m e w o rk  in v o lv e s  th e  v e ry  n a tu re  

o f  a m b u la n c e  w o rk  i t s e l f  w h ic h  is e s se n tia l ly  in te ra c tiv e  s e rv ic e  w o rk  th a t is c o n d u c te d  

w ith in  m a n y  e m o tio n a lly  c h a rg e d  e n v iro n m e n ts , a n d  w h e re  e m o tio n a li ty  is  c e n tra l  to 

th e  p ro v is io n  o f  s e rv ic e s  a n d  o u tc o m e s .

T h is  th e s is  is b a s e d  o n  th e  b e l ie f  th a t th e  p ro v is io n  o f  s e rv ic e  to  c lie n ts  in 

fro n ts ta g e  re g io n s  in v o lv e s  a  d if fe re n t k in d  o f  e m o tio n a lity  th a n  is p re s e n t  w ith in  

b a c k s ta g e  se rv ic e  s u p p o r t  a ren as . G o f fm a n ’s c o n ce p ts  o f  fro n t and  b a ck  re g io n s  a re  u sed  

to  illu s tra te  th a t th e re  is c o n s id e ra b le  d if fe re n c e  b e tw e e n  fro n t an d  b a c k  s ta g e  e m o tio n a l
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c u ltu re s  w ith in  a n  in te ra c t iv e  s e rv ic e  o rg a n isa tio n . It is a  c o m b in a tio n  o f  th is  

d if fe re n tia t io n  a n d  th e  n o n - re c o g n it io n  o f  e m o tio n a l c u ltu re  th a t c re a te s  a  c o n s id e ra b le  

d e g re e  o f  e m o tiv e  d is s o n a n c e  a n d  e m o tio n a l e x h a u s tio n  a m o n g s t s e rv ic e  p ro v id e rs .

T h e  a im  o f  th e  fo llo w in g  e m p ir ic a l c h a p te rs  is to illu s tra te  h o w  a n d  w h y  th e  

a b o v e  p ro c e s s  o c c u rs . In  th e  c a se  o f  th e  Q A S , th e  k e y  to  u n d e rs ta n d in g  th e  te n s io n  

b e tw e e n  th e  tw o  c u ltu ra l re g io n s  c a n  b e  fo u n d  in  an  a n a ly s is  o f  o rg a n is a tio n a l 

m a sc u lin ity . T h e  Q A S  is m a sc u lin is t  o rg a n isa tio n  w h o se  c o re  b u s in e s s  in v o lv e s  

tra d it io n a lly  fe m in in e  w o rk  p ra c tic e s  su c h  as e m o tio n a l la b o u r  a n d  c a r in g . T h e  la tte r  is 

c o n d u c te d  w ith in  th e  re a lm  o f  f ro n ts ta g e  c u ltu ra l reg io n s . In  o rd e r  to  u n d e rs ta n d  h o w  

th e  Q A S  re c o n c ile s  th is  d iffe re n tia tio n , th e re  is a  n e e d  to a n a ly se  th e  e m o tio n a l c u ltu re s  

sp e c if ic  to  th e s e  c u ltu ra l re g io n s  in te rm s o f  b o th  o rg a n is a tio n a l m a s c u l in i ty  and  

o rg a n is a tio n a l e m o tio n a lity . T h e  fo llo w in g  c h ap te rs  w ill i llu s tra te  th a t th e  p ro c e s s  o f  

c o m p lic ity , w h e re  m e n  a n d  w o m e n  c o n d o n e  th e m a rg in a lis a tio n  o f  c e r ta in  id e o lo g ie s  

a n d  p ra c tic e s  o f  m a s c u lin i ty , o p e ra te s  to qu e ll an y  c h a lle n g e  to th e  c u ltu ra l e d ic ts  o f  th e  

g e n d e r  re g im e  o f  th e  Q A S .
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P A R T  2

T h e  m o d e m  a m b u la n c e  se rv ic e  o r ig in a te d  in  tw o  w a rs  - d u r in g  th e  c ru s a d e s  

w h e re  th e  o rd e r  o f  S t. J o h n  w a s  e s ta b lis h e d  in  th e  H o ly  C ity  o f  J e ru sa le m  a n d  o n  th e  

b a ttle f ie ld s  w h e re  th e  N a p o le o n ic  w a rs  w e re  fo u g h t (B a rk le y , 1978; H a lle r , 1 9 9 2 ). T h e  

O rd e r  o f  S t. J o h n  w a s  e s ta b lis h e d  in  1113 A D  b y  a  re lig io u s  o rd e r  o f  h o s p ita l le r s  w h o se  

c h iv a lro u s  a im  w as  to  p ro v id e  n u rs in g  a n d  c o n v a le sc e n c e  to  C h ris tia n s  d u r in g  th e  

C ru sa d e s . T h e  h o s p ita lle r s , in  a ll ia n c e  w ith  th e  te m p la rs , a lso  p ro v id e d  m ili ta ry  s u p p o r t 

in  b a ttle s  b e tw e e n  th e  M o s le m s  a n d  C h ris tia n s  (M a c k in to sh , 1986).

D u r in g  th e  n in e te e n th  c e n tu ry , th e  o rd e r  o f  St. Jo h n  e x p e r ie n c e d  a  re v iv a l in  

E n g la n d , a n d  in  188 7 , th e  St. J o h n ’s A m b u la n c e  B rig a d e  w as fo u n d ed . T h e  in f lu e n c e  o f  

th e  S t. J o h n ’s A m b u la n c e  B rig a d e  d u r in g  th e  e s ta b lish m e n t p h a se  o f  th e  Q A S  w a s  

m in im a l in  c o m p a r iso n  to  o th e r  A u s tra lia n  s ta te s  su ch  V ic to ria , w h e re  th e  S t. J o h n ’s 

A m b u la n c e  B rig a d e  w a s  th e  so le  p ro v id e r  o f  a m b u la n c e  se rv ice s  fo r m o s t o f  th e  e a r ly  

p a r t  o f  th e  tw e n tie th  c e n tu ry  (W illis  a n d  M c C a rth y , 1986). St. J o h n ’s h a d  o n ly  o n e  

re p re s e n ta t iv e  o n  th e  f irs t a m b u la n c e  c o m m itte e  in  Q u e en s la n d .

H a lle r  (1 9 9 2 ) e x p la in s  th a t a l th o u g h  th e  ro o ts  o f  m o d e m  a m b u la n c e  u n it  m a y  b e  

fo u n d  in  e a r lie r  tim e s , th e  a m b u la n c e  as an  e m e rg e n c y  tra n sp o rt s y s te m  o r ig in a te d  

d u r in g  th e  N a p o le o n ic  b a ttle s . H a lle r  c ite s  c h a n g e s  in m ilita ry  ta c tic s  d u rin g  th e s e  w a rs , 

in n o v a tio n s  in  su rg e ry , a n d  th e  in tro d u c tio n  o f  sw if te r  f ie ld  tra n sp o rt as th e  th re e  th in g s  

w h ic h  c re a te d  th e  m o d e m  a m b u la n c e . T h e  fo u n d e r o f  th e  m o d e m  a m b u la n c e  is 

a ttr ib u te d  to D o m in iq u e -J e a n  L a rrey , a F re n c h  m ilita ry  su rg eo n  w h o  w a s  fa m o u s  fo r

C H A P T E R  4
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b o th  d e v e lo p in g  m e d ic a l e v a c u a tio n  p ro to c o ls  a n d  p e rfe c tin g  c e r ta in  s u rg ic a l p ro c e d u re s  

s p e c if ic  to  b a ttle  c o n d itio n s  su c h  as a m p u ta tio n .

T h e  te rm  a m b u la n c e  w a s  o r ig in a lly  a p p lie d  b y  L a rre y  to  re fe r  to  te m p o ra ry  

h o s p ita l  e s ta b lis h m e n ts  th a t o p e ra te d  n e a r  a rm y  d iv is io n s  to  a ss is t th e  w o u n d e d .9 T h o s e  

m e d ic a l o u tp o s ts  w e re  a lso  e q u ip p e d  to  m o v e  w ith  the d iv is io n . H a lle r  (1 9 9 2 :2 )  p o in ts  

o u t th a t th e  te rm  e v e n tu a lly  a p p lie d  e x c lu s iv e ly  to  tw o  o r  fo u r -w h e e le d  a m b u la n c e  

w a g o n s :

T h e  B r itish  a n d  A m e ric a n  c o rru p tio n  o f  th e  w o rd , g ro w in g  o u t o f  th e  

e x p e r ie n c e s  a n d  la n g u a g e  o f  th e  C rim e a n  and  A m e ric a n  C iv il  w a rs , 

c o n fu se d  u sa g e  to  th e  e x te n t th a t b o th  m e an in g s  h a v e  p re v a ile d  to  th e  

p re se n t day .

T h u s , th e  m o d e m  a m b u la n c e  e v o lv e d  o u t o f  re lig io u s  an d  m ili ta ry  in s t i tu t io n s  

an d  p ra c tic e s , b o th  in f lu e n c e s  th a t a re  e v id en t in  m an y  a m b u la n c e  s e rv ic e s  to d a y . A  

s tro n g  m ilita ry  in f lu e n c e  w ith in  th e  Q A S  can  b e  traced  fro m  its b e g in n in g s . T h e  f irs t 

a m b u la n c e  se rv ic e  in  Q u e e n s la n d , T h e  C ity  A m b u la n c e  T ra n s p o r t B r ig a d e  (k n o w n  

h e re a f te r  as C A T B ), w a s  e s ta b lish e d  b y  a  m e m b e rs  o f  th e  D e fe n c e  A m b u la n c e  C o rp s  

(D A C ) o f  th e  M o re to n  re g im e n t w h ic h  w as  fo rm ed  in 1884  a n d  s ta t io n e d  in  B r is b a n e , 

th e  c a p ita l o f  Q u e e n s la n d . E v e n  p r io r  to  th e fo rm a l e s ta b lish m e n t o f  th e  b r ig a d e , th e  

Q u e e n s la n d  T u r f  C lu b  o f te n  re q u e s te d  th e s e rv ice s  o f  th e  D A C  a t th e ir  ra c e  m e e tin g s . 

A t o n e  o f  th e se  ra c e  m e e tin g s , S e y m o u r  W a rr ia n , a  m e m b e r  o f  th e  D A C  a n d  D r  

S ta n fo rd  J a c k so n , m e d ic a l s u p e r in te n d e n t o f  th e  B risb a n e  G e n e ra l H o s p i ta l  a tte n d e d  a  

jo c k e y  w h o  h a d  s u s ta in e d  a  se v e re  frac tu re  o f  th e  leg. B y s ta n d e rs  h a d  tr ie d  to  g e t th e  

jo c k e y  to s ta n d  up a n d  th is  c re a te d  a c o m p o u n d  frac tu re .
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’T h e  t e r m  ' a m b u l a n c e '  d e r i v e s  f r o m  t h e  L a t i n  ' a m b u l a r c ' ,  m e a n i n g  t o  m o v e



It w a s  th is  in c id e n t in  18 92  th a t p ro v id e d  th e  im p e tu s  fo r  W a r r ia n  to  o rg a n is e  

fo rm a lly  a  c iv i l ia n  a m b u la n c e  b r ig a d e . T h e  Q u e e n s la n d  A m b u la n c e  T ra n s p o r t  B r ig a d e  

(Q A T B ) w a s  fo rm e d  o n  S e p te m b e r  12, 1892 , a t a  m e e tin g  o f ‘a m b u la n c e  e n th u s ia s ts ’ a t 

th e  h o m e  o f  S e y m o u r  W a rr ia n , w h o  is a c k n o w le d g e d  as th e  fo u n d e r  o f  th e  Q A S . T h e  

Q A T B  w a s  g iv e n  ro o m s  in  th e  B risb a n e  N e w s p a p e r  C o m p a n y  B u ild in g  a n d  in i t ia l ly  

c o m p ris e d  o f  fo u r  m a le  s ta f f  (Q A S , 1992). It is w o rth  n o tin g  h o w  th e se  f ir s t  a m b u la n c e  

o ff ice rs  w e re  d e s c r ib e d  in  th e  lo c a l p r in t m ed ia . A s  it w ill b e  illu s tra te d  la te r , g iv e n  th e  

re lia n c e  o n  a  s tro n g  s e n s e  o f  v o lu n ta r is m  and  lo v e  fo r c o m m u n ity , th e  r e fe re n c e  to 

‘s to u t h e a r ts ’ a n d  m in im a l re s o u rc e s  is o n e  th a t b e s t d e sc r ib e s  h o w  th e  a m b u la n c e  

se rv ic e  o p e ra te d  fo r  m a n y  y ea rs :

W ith  s to u t  h e a r ts , a  b o rro w e d  s tre tch e r, h o m e -m a d e  b a n d a g e  w in d e r  a n d  a  

s to c k  o f  u n b le a c h e d  c a lic o , th e  Q A T B  d id  n o t h a v e  lo n g  to w a it  to  p ro v e  its 

m e ttle .

T h e  f ir s t  o f f ic ia l  Q A T B  m e e tin g  w as h e ld  o n  D e c e m b e r  2 2 , 1 8 9 2 . A t th is  

m e e tin g , th e  f irs t c o m m itte e  w a s  e lec ted . T h e  m e e tin g  w a s  c h a ire d  b y  M r. C .W . E llio t ,  a  

m e m b e r  o f  th e  S t. J o h n  A m b u la n c e  o f  L o n d o n , an d  th e re  w e re  s e v e n te e n  p e o p le  e le c te d  

to  p o s itio n s  - n in e  w e re  m e d ic a l d o c to rs , o n e  w a s  a  s ta te  p o litic ia n , a n d  a t le a s t fo u r 

w e re  m e m b e rs  o f  th e  M o re to n  R e g im e n t. T h e  m a k e -u p  o f  th is  c o m m itte e  a lso  s e t a 

t re n d  w h ic h , e v e n  u p  u n til  re c e n tly , h a s  n o t c h an g e d . T h e  m e d ic a l, a n d  m o re  re c e n tly  

n u rs in g  p ro fe s s io n s  h a v e  h a d  s ig n if ic a n t in flu en c e  in a re as  su ch  as t r a in in g .10

W o rk in g  as an  a m b u la n c e  b e a re r  d u r in g  th e  e a r ly  d a y s  o f  th e  Q A T B  w a s  

p h y s ic a lly  d if f ic u lt . B e a re rs  o f te n  w o rk e d  in  e x tre m e  c o n d itio n s , a n d  w e re  re q u e s te d  to
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10 T h e  f i r s t  p r e s i d e n t  w a s  a  p o l i t i c i a n  n a m e d  A . J .  T h y n n e .  w h o  r e m a i n e d  p r e s i d e n t  u n t i l  1 9 2 7 .  S o m e  o f f i c e r s  h a v e  

e v e n  s u g g e s t e d  t h a t  t h e  t r i a d  o f  p o l i t i c a l  i n f l u e n c e ,  m e d i c a l  d o m i n a n c e  a n d  t h e  i n f l u e n c e  o f  v o l u n t a r i s m  t h r o u g h  

S t .  J o h n ’ s h a s  o p p r e s s e d  o f f i c e r s  a n d  s t y m i e d  t h e i r  p u s h  f o r  p r o f e s s i o n a l  r e c o g n i t i o n .
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w a lk  up  to  th ir ty  fo u r  m ile s  a  d ay  in all k in d s  o f  w e a th e r , o f te n  ru n n in g  to  a c c id e n ts .

T h e  “ s a c r if ic e  a n d  in v e n tiv e n e s s ” o f  th e Q A T B  w a s  re c o g n ise d  in  th e  p r in t  m e d ia  o f  th e

d ay , th e  B r is b a n e  C o u r ie r ,  a n d  h a ile d  as a  n e w  “ in s t i tu t io n ” :

T h e re  a re  c e r ta in  e s ta b lish e d  a sso c ia tio n s  w o rk in g  fo r th e  b e n e f i t  o f  

h u m a n ity  a t la rg e . O f  su ch  a sso c ia tio n s  th e  A m b u la n c e  B r ig a d e  h a s  n o w  

b e c o m e  p ro b a b ly  o n e  o f  th e  m o s t fa m ilia r  an d  im p o r ta n t. W e  c a n  s c a rc e ly  

b r in g  o u rs e lv e s  to  b e lie v e  th a t it  h a s  n o t e x is te d  fo rev e r. W h e n  a n y  

a s s o c ia t io n  h o ld s  th is  p o s itio n  in  th e  m in d , it m u s t b e  ra n k e d  a m o n g s t  th e  

p e rm a n e n t in s t i tu t io n s  o f  so c ie ty  (F e b ru a ry  7, 1902).

T h e  C A T B  w a s  re n a m e d  th e  Q A T B  in  1902 in  re c o g n it io n  o f  a m b u la n c e  

b r ig a d e s  e s ta b lis h e d  in  o th e r  Q u e e n s la n d  re g io n a l c e n tre s  su ch  as C h a r te rs  T o w e rs  an d  

T o w n sv ille . T h e  Q A T B  b e c a m e  the Q A S in 1991. T h e  Q A S  is th e re fo re  a  h y b r id  

m e d ic o -m ili ta ry  th a t  is s ti l l  in f lu e n tia l in  te rm s o f  th e  c u rre n t e m o tio n a l c u ltu re . In d e e d , 

it c o u ld  b e  s a id  th a t th e  c o m b in e d  in flu en c es  o f  v o lu n ta r ism , a ltru is m  a n d  m ili ta r is m  

re m a in  s tro n g  fo rce s . In  tu rn , th e se  fo rces  a ffe c t h o w  a m b u la n c e  w o rk  is d e f in e d  an d  

p ra c tis e d  w ith in  th e  Q A S .

Q U E E N S L A N D  A M B U L A N C E  S E R V IC E : H IS T O R Y

A s it s ta n d s  to d a y , th e  Q A S  is a  b u re a u c ra tic  a n d  c o m m u n ity -b a s e d  o rg a n is a t io n  

th a t p ro v id e s  p re -h o s p ita l  c a re  to  p e rso n s  liv in g  in  a ll a re a s  in  th e  s ta te  o f  Q u e e n s la n d . 

In  1892 , fo rm a l a m b u la n c e  se rv ic e s  b e g a n  in  Q u e e n s la n d  as a  re s u lt  o f  th e  c o m b in e d  

e ffo rts  o f  b o th  m ili ta ry  a n d  m e d ic a l e s ta b lish m e n ts  re s p o n d in g  to  a  n e e d  in  th e  

c o m m u n ity . A m b u la n c e  s e rv ic e s  w e re  so o n  e s ta b lish e d  in  th e p ro v in c ia l  a n d  la rg e r  ru ra l 

c e n tre s , a n d  w e re  a d m in is te re d  an d  o p e ra ted  b y  m e m b e rs  o f  th e  c o m m u n ity . T h is  

c o m m u n ity -b a s e d  m o d e l o f  o p e ra tio n  re m a in ed  in fo rce  u n til 19 89 , w h e n  th e  

Q u e e n s la n d  A m b u la n c e  T ra n s p o r t B rig ad e  m o v e d  from  b e in g  a d m in is te re d  b y  n in e ty -



s ix  s e p a ra te  c o m m itte e s  to b e c o m e  fu lly  o p e ra tio n a l as a  c e n tra lis e d  s ta te  g o v e rn m e n t 

b o d y .

P r io r  to J u ly  19 91 , th e se  n in e ty -s ix  ‘b r ig a d e s ’ w e re  a d m in is te re d  b y  th e  

Q u e e n s la n d  A m b u la n c e  S e rv ic e s  B o a rd  (Q A S B ) w h ic h  w a s  re s p o n s ib le  fo r  o v e ra ll  

f in a n c ia l m a n a g e m e n t. T h e  lo c a l a m b u la n c e  c o m m itte e s  p ro v id e d  ro u tin e  m a n a g e m e n t 

o f  lo c a l se rv ic e s . T h e  g ro w th  a n d  d e v e lo p m e n t o f  Q u e e n s la n d ’s A m b u la n c e  B r ig a d e s  

h a s  b e e n  d e sc r ib e d  as ‘h a p h a z a rd ’ a n d  ‘ad  h o c ’, as th e re  w a s  n o  c e n tra l b o d y  k e e p in g  a  

c h e c k  o n  th e  o p e ra tio n a l w o rk in g s  o f  cen tre s . T h is  m e a n t th a t w h ile  so m e  a re a s  in  

Q u e e n s la n d  w e re  w e ll s e rv ic e d  b y  a m b u la n c e s , o th e rs  re c e iv e d  in a d e q u a te  fu n d in g  an d  

re so u rc e s . C e n tre s  w e re  fu n d e d  th ro u g h  lo ca l fu n d -ra is in g  a n d  d o n a tio n s , a n d  th e re  

e x is te d  in e q u ita b le  d is tr ib u tio n  b e tw e e n  g e o g ra p h ic a l re g io n s  w ith  re g a rd s  to  

e q u ip m e n t, s ta f f in g , s u p p o r t a n d  tra in in g . U n lik e  o th e r  p u b lic  se c to r  s e rv ic e s , th e re  w a s  

n o  s y s te m a tic  p la n n in g  fo r a m b u la n c e  se rv ice s  b y  th e  s ta te  g o v e rn m e n t o f  th e  tim e , a n d  

th is  o f te n  le d  to  an  o v e r-s u p p ly  o f  s e rv ice s  in  a re a s  o f  lo w  n eed .

T h e  Q A T B  o r ig in a lly  c a m e  u n d e r  th e  H o sp ita ls  A c t o f  1897 . T h e  H o sp ita ls  A c t 

o f  1923 a n d  1944 e n su re d  th a t th e  a m b u la n c e  se rv ice  w as  a d m in is tra tiv e ly  an d  

o p e ra tio n a l ly  t ie d  to  th e  s ta te  h e a lth  sy s te m . It w as  n o t u n til  th e  a m e n d m e n t to  th e  

h o s p ita ls  a c t in  1967  th a t  a  s e p a ra te  a d m in is tra tiv e  a n d  fin a n c ia l f r a m e w o rk  w a s  

e s ta b lish e d . T h is  s e p a ra tio n  fro m  th e  h e a lth  sy s te m  c o n tin u e d  w ith  th e  in tro d u c tio n  o f  

th e  A m b u la n c e  S e rv ic e s  A c t o f  1985 w h ic h  re p la c e d  th e  Q A T B  S ta te  C o u n c il  w ith  th e  

Q u e e n s la n d  A m b u la n c e  S e rv ic e s  B o a rd  (Q A S B ).

W h ile  th e se  c o m m itte e s  w e re  n o t d is b a n d e d  e n tire ly , th e ir  p re v io u s ly  d o m in a n t 

a d m in is tra tiv e  p o s it io n  g a v e  w a y  to  a  c e n tra lise d  sy s te m  w h e re  fu n d in g , o p e ra tio n a l an d  

a d m in is tra t iv e  su p p o rt, tra in in g  an d  p u b lic  re la tio n s  w e re  a d m in is te re d  th ro u g h  th e
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B u re a u  o f  E m e rg e n c y  S e rv ic e s . T h e  a d m in is tra tio n  o f  fire  s e rv ic e s  a n d  d is a s te r  re s p o n s e  

w a s  n o w  c o m b in e d  a lo n g  w ith  a m b u la n c e  se rv ice s  u n d e r  th e  o n e  a g e n c y  s tru c tu re . A  

p a r l ia m e n ta ry  re v ie w  o f  a m b u la n c e  se rv ice s  in  199 0-91  le d  to  th e  in tro d u c tio n  o f  th e  

A m b u la n c e  S e rv ic e s  A c t 1991 an d  in  1992 th e  Q u e e n s la n d  A m b u la n c e  S e rv ic e  c a m e  

in to  b e in g . In  r e la t io n  to  th e  p e rfo rm a n c e  o f  e m o tio n a l la b o u r  a n d  its  c o n se q u e n c e s , th e  

m a jo r  c h a n g e  th a t  o c c u r re d  as a  re su lt o f  th e  sh if t f ro m  c o m m u n ity -b a s e d  to  

b u re a u c ra tic  o rg a n is a t io n  w a s  th e  in tro d u c tio n  o f  th e  P r io r i ty  O n e  c o u n s e ll in g  s e rv ic e  

a n d  th e  P e e r  S u p p o r t  P ro g ra m . T h e  1990 P a r lia m e n ta ry  re p o r t  c h ro n ic le d  lo w  le v e ls  o f  

m o ra le  w ith in  th e  Q A T B , a n d  c ite d  e n v iro n m e n ta l, o rg a n is a tio n a l a n d  p e rs o n a l s tre s so rs  

as th e  c a u s e  o f  th is . W h ile  th e se  s tre sso rs  w ere  a c k n o w le d g e d  as c o n tr ib u tin g  to  e x tre m e  

le v e ls  o f  e m o tio n a l  s tre s s  a m o n g s t th e  o ffice rs , th e  re p o rt a lso  c o n c e d e d  th a t  th e re  are  

so m e  e m o tio n a l s tre s s  fa c to rs  th a t a re  in tr in sic  to th e  jo b  a n d  th u s , c a n n o t b e  a v o id e d  

(see  A p p e n d ix  5).

T h e  c o m m itte e  fo u n d  th a t th e re  w e re  in a d e q u a te  o rg a n is a t io n a l  re s p o n s e s  a n d  

p ro c e d u re s  in  p la c e  to  d e a l w ith  su c h  u n a v o id a b le  e m o tio n a l s tre s so rs . D e b r ie f in g  a f te r  

p o te n tia l ly  s tre s s fu l  in c id e n ts  w a s  in fo rm a l an d  ad  h o c , u s u a lly  d o n e  in  th e  s ta f f  ro o m  

b y  a m b u la n c e  t ra in in g  o ff ic e rs  o r  D is tr ic t S u p e r in te n d e n ts  w h o  p o s s e s s e d  no  fo rm a l 

c o u n se llin g  sk ills . In  so m e  c a se s , fe m a le  a d m in is tra tiv e  s ta f f  o r  o f f ic e r s ’ w iv e s  a c te d  as 

d e fa c to  s tre ss  c o u n se llo rs . T h e  re p o r t  a lso  n o te d  th a t w h e re  th e re  w a s  a  p o s it iv e  

re la tio n s h ip  b e tw e e n  c e n tre  s ta f f  an d  m a n a g e m e n t, th e re  e x is te d  in  th e se  c e n tre s  

a d m in is tra tiv e  a n d  p e rs o n n e l s tru c tu re s  th a t a d d re sse d  c r it ic a l in c id e n t s tre ss . 

P ro fe s s io n a l c o u n s e llo rs  w e re  in fre q u e n tly  e m p lo y e d  o r  s h u n n e d  to ta lly  in  s o m e  

d is tr ic ts  a n d  c e n tre s  (Q u e e n s la n d  P a rlia m e n t, 1 9 9 0 :1 7 3 ).
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T h e  re p o r t  a lso  n o te d  th a t in  m a n y  c a se s , o ff ic e rs  f re q u e n tly  d e c lin e d  to  re p o r t  

tra u m a tic  s tre s s  re a c tio n s  to  su p e r io r  o ff ic e rs . T h e  re a so n s  fo r  n o n - re p o r t in g  g iv e n  b y  

o ff ic e rs  in c lu d e d  fe a r  o f  a p p e a r in g  u n a b le  to  c o p e  in  fro n t o f  c o lle a g u e s ; fe a r  th a t su c h  

in fo rm a tio n  w o u ld  b e  u s e d  p u n itiv e ly , e sp e c ia lly  in  p ro m o tio n  d e c is io n s ; fe e lin g s  th a t 

th e  o rg a n is a tio n  c o u ld  n o t  h e lp ; a n d  n o  e n c o u ra g e m e n t b y  su p e r io r  o ff ic e rs  to  re p o rt.

T h e  re p o r t  c o n c lu d e d  th a t it w a s  th is  la ck  o f  re c o g n itio n  o f  a n d  re s p o n s e  to  

e m o tio n a l s tre s s  b y  th e  o rg a n is a tio n  th a t c o n tr ib u te d  to  lo w  m o ra le  a n d  h ig h  tu rn o v e r  o f  

s ta ff. T h e  re s p o n s e  a n d  re c o g n itio n  b y  Q A T B  o f  th e  e m o tio n a l c o m p o n e n t o f  th e  jo b  

w a s  d e e m e d  ‘to ta lly  in a d e q u a te ’ a n d  th e  re p o r t  p ro p o s e d  th e  e s ta b lis h m e n t o f  an  

a d e q u a te  e m p lo y e e  a ss is ta n c e  p ro g ra m  w ith in  th e  a m b u la n c e  se rv ic e  (s e e  A p p e n d ix  6). 

T h is  la c k  o f  re s o u rc e s  a n d  su p p o rt se rv ic e s  in  Q u e e n s la n d  w a s  u n iq u e , as E m p lo y e e  

A s s is ta n c e  P ro g ra m s  an d  c o u n se llin g  se rv ic e s  h ad  b e e n  in  p la c e  w ith in  o th e r  A u s tra lia n  

a m b u la n c e  s e rv ic e s  fo r a  n u m b e r  o f  y ea rs . D u r in g  th e  19 80 s, V ic to r ia n  a n d  T a s m a n ia n  

A m b u la n c e  S e rv ic e s  h a d  e s ta b lis h e d  tw e n ty -fo u r  h o u r  c ris is  c a re  c o u n s e llin g  se rv ice s . 

T h e  f irs t C r it ic a l In c id e n t S tre ss  D e b r ie f in g  (C IS D ) p ro g ra m m e  w a s  e s ta b lis h e d  in  

V ic to r ia  in  1 9 8 7 , a n d  p e e r  s u p p o r t p ro g ra m m e s  w e re  a lso  p u t in  p la c e  a t th is  tim e .

O R G A N IS A T IO N A L  C H A N G E  W IT H IN  T H E  Q A S

F ro m  1 9 8 9  to  19 94 , th e  Q A S  e x p e r ie n c e d  fo u r p h a se s  o f  o rg a n is a tio n a l c h a n g e . 

A s  p rd e s c r ib e d  p re v io u s ly , th e  f irs t p h a se  in v o lv e d  th e  m o v e  fro m  th e  S ta te  D e p a r tm e n t 

o f  H e a lth  to  th e  n e w ly  fo rm e d  B u re a u  o f  E m e rg e n c y  S e rv ic e s  in  198 9 . T h e  s e c o n d  

p h a se  w a s  m a rk e d  b y  th e  re s tru c tu r in g  o f  th e  Q A S B  in to  th e  Q A S  in  1991 . T h is  

in v o lv e d  d is m a n tlin g  th e  96  a m b u la n c e  b r ig a d e s  th a t c o n s ti tu te d  th e  B o a rd  a n d  th e

124



fo rm a tio n  o f  o n e  o rg a n is a t io n  c o m p ris in g  o f  s ix  re g io n s . T h e  n u m b e r  w a s  u p g ra d e d  to  

s e v e n  in  1 9 9 3 . A p p e n d ix  7 o u tlin e s  th e  re v ise d  Q A S  o rg a n is a tio n a l s tru c tu re .

T h e  th ird  p h a s e  in v o lv e d  th e  a b o lit io n  o f  th e  D O C O  (D is tr ic t O ff ic e  

C o o rd in a tio n  O ff ic e r)  p o s i t io n s  an d  su b se q u e n t re m o v a l o f  s e n io r  m a n a g e m e n t. T h e  

fo u r th  p h a s e  o c c u re d  a f te r  th e  P S M C  (P u b lic  S e c to r  M a n a g e m e n t C o m m is s io n )  re p o r t  

o f  th e  Q u e e n s la n d  E m e rg e n c y  S e rv ic e s , w h e re  th e  Q A S  re g io n a l s tru c tu re  w a s  b ro u g h t 

in to  lin e  w ith  th e  P o lic e  re g io n a l s tru c tu re . S e e  A p p e n d ix  2 fo r a  m a p  o f  th e  s e v e n  

re g io n s .

S in c e  1 9 8 9 , e v e ry  a sp e c t o f  a m b u la n c e  w o rk  w ith in  th e  Q A S  h as c o m e  u n d e r  

s c ru tin y . F o r  e x a m p le , th e  Q A S  in h e r ite d  280  ty p e s  o f  ro s te rs  fro m  th e  Q A T B  s tru c tu re . 

A tte m p ts  h a v e  b e e n  m a d e  to  d e v e lo p  six  to te n  b a s ic  ro s te rs , b u t a t th e  t im e  o f  w ritin g , 

th e  Q A S  s ti l l  m a in ta in s  up  to 2 0 0  d iffe ren t ro s te r in g  sy s te m s  in h e rite d  fro m  th e  o ld  

sy s te m . In  1 9 9 2 , th e  A ss o c ia te  D ip lo m a  o f  A p p lie d  S c ie n c e  (A m b u la n c e )  b e c a m e  th e  

s ta n d a rd  tr a in in g  re q u ire m e n t fo r  a ll a m b u la n c e  o ff ic e rs . C u rre n tly  s e rv in g  p e rm a n e n t 

o f f ic e rs  u n d e r to o k  a  p a r t- t im e , b lo c k  re le a se  b r id g in g  c o u rs e  to u n g ra d e  th e ir  sk ills . In  

19 9 3 , n in e ty -s ix  p e rc e n t  o f  o ff ic e rs  w e re  e n ro lle d  in  th is  c o u rse .

T h is  le v e l o f  c h a n g e  h as  n o t b een  w ith o u t tra u m a . A  P S M C  in te r im  re p o r t to 

th e n  M in is te r  fo r  P o lic e  a n d  E m e rg e n c y  S e rv ic e s  in M a y  1993 in d ic a te d  th a t th e  Q A S  

n e e d e d  to  a d d re s s  a  b u d g e ta ry  d e f ic it th a t o c c u re d  b e c a u se  o f  o v e rs p e n d in g  o n  

m a n a g e m e n t p o s itio n s . U p  to  38 m id d le  m a n a g e m e n t p o s itio n s  o r  D O C O S  w e re  c re a te d  

b y  M a y  1993 (D is tr ic t  O p e ra t io n s  C o o rd in a tio n  O ff ic e rs ) . T h e  fu n c tio n  o f  th e  D O C O  

w a s  to b e  “  a n  o n g o in g  s e n io r  a m b u la n c e  o ff ic e r  w h o  w a s  m o b ile  th ro u g h o u t th e  

a m b u la n c e  d is tr ic t ,  a b le  to re sp o n d  to m u lti-c a su a lty  in c id e n ts  w h ic h  re q u ire  a  s e n io r  

o f f ic e r  o n  lo c a tio n  fo r c o m m a n d  and  c o -o rd in a tio n  fu n c tio n s” (P S M C  1 9 9 3 :5 4 ).
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A c c o rd in g  to  th is  re p o rt, th e se  p o s itio n s  w e re  n o t “ fo re sh a d o w e d  in  th e  o r ig in a l 

s tru c tu re  p ro p o s e d  b y  th e  Im p le m e n ta tio n  S te e r in g  C o m m itte e  a n d  th e re  a p p e a re d  to  b e  

l ittle  c o n s id e ra t io n  o f  th e  re c u rre n t b u d g e t im p lic a tio n s  a s so c ia te d  w ith  th e ir  c r e a tio n ” 

(P S M C  1 9 9 3 :5 5 ).

T h is  r e v ie w  re s u lte d  in  th e  a b o lit io n  o f  th e se  p o s itio n s . S e n io r  O ff ic e rs  w e re  

re d e s ig n a te d  to  th e  p o s i t io n  o f  s ta tio n  o ff ic e r  w ith  s a la ry  m a in te n a n c e  fo r  12 m o n th s . A s  

m a n y  o f  th e s e  o ff ic e rs  w e re  h ig h ly  s k ille d  an d  e x p e r ie n c e d , th e  d e m o tio n s  c re a te d  a  

d i le m m a  fo r  th e  s e rv ice . O ffic e rs  w h o  h a d  b e e n  su c c e s s fu lly  fu lf i l l in g  th e ir  ro le s  

b e c a m e  d is tra u g h t a t lo s in g  b o th  th e ir  s ta tu s  a n d  th e  m a n d a te  fo r o p e ra tio n a l c h a n g e  

th e y  h a d  b e e n  g iv e n . T h e s e  p o s itio n s  w e re  d e e m e d  ‘i l le g a l’ a n d  th is  lead  to  th e  s a c k in g  

o f  th e  A m b u la n c e  C o m is s io n e r  a n d  th e  s ta n d in g  d o w n  o f  th e  D ire c to r  o f  th e  B u re a u  o f  

E m e rg e n c y  S e rv ic e s . A s  a  re s u lt  o f  th is  re p o rt, th e  Q A S  in tro d u c e d  s tr in g e n t n e w  

f in a n c ia l m a n a g e m e n t g u id e lin e s .

T h e  re s tru c tu r in g  o f  c o m m u n ic a tio n s  sy s te m s  re su lte d  in  th e  e s ta b lis h m e n t o f  12 

c o m m u n ic a tio n  c e n tre s . P r io r  to th e  e s ta b lis h m e n t o f  th e se  c en tre s , lo ca l Q A T B  c e n tre s  

d e v e lo p e d  th e ir  o w n  ra d io  c o m m u n ic a tio n  sy s te m s  th a t w e re  sp e c if ic  to  lo c a l n e e d s . 

T h e s e  s y s te m s  w e re  o f te n  in c o m p a tib le  w ith  o th e r  a m b u la n c e  sy s te m s . A m b u la n c e s  th a t 

tra n s p o r te d  p a tie n ts  lo n g  d is ta n c e s  h a d  to ‘tu n e  in ’ e n ro u te  to h o s p ita l  to  n u m e ro u s  

s y s te m s  to  m a in ta in  ra d io  c o n ta c t. S ta n d a rd is a t io n  o f  a m b u la n c e  c o m m u n ic a tio n s  a c ro ss  

th e  s ta te  b e c a m e  to  fo re ru n n e r  to s ta n d a rd ise d , jo in t  c o m m u n ic a tio n s  a c ro ss  all 

e m e rg e n c y  se rv ic e s , in c lu d in g  fire , p o lic e  an d  s ta te w id e  d is a s te r  s e rv ic e s  s u c h  as  th e  

S ta te  E m e rg e n c y  S e rv ic e .

O n e  o f  m o s t re c e n t s ig n if ic a n t c h an g e s  in v o lv e d  th e  e s ta b lis h m e n t o f  a  g e n e r ic  

e m e rg e n c y  s e rv ic e s  c o rp o ra te  d iv is io n  w h o se  b r ie f  w as to o v e rse e  th e  in tro d u c tio n  o f
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Q u e e n s la n d  G o v e rn m e n t p u b lic  s e c to r  re fo rm s . T h e se  g o v e rn m e n t-w id e  in it ia tiv e s  

in c lu d e d  im p le m e n ta tio n  o f  P S M C  s ta n d a rd s , E q u a l E m p lo y m e n t O p p o r tu n ity  

le g is la tio n , F re e d o m  o f  In fo rm a tio n , S ta te  p u rc h a s in g  p o lic y , H u m a n  R e s o u rc e  a n d  

F in a n c ia l M a n a g e m e n t S y s te m s  a n d  E m p lo y e e  A s s is ta n c e  S e rv ic e s . T h e s e  

a d m in is tra t iv e  c h a n g e s  re p la c e d  a  sy s te m  w h e re  “m u c h  o f  th e  c o rp o ra te  s u p p o r t  w a s  

p ro v id e d  th ro u g h  lo ca l b o a rd s  a n d  b y  sp o u se s  o f  s ta ff, la rg e ly  o n  a  v o lu n ta ry  b a s is ” 

(P S M C  1 9 9 3 :1 3 0 ).

‘A  D A Y  IN  T H E  L IF E  O F .. . ’ : D E S C R IP T IO N  O F  A M B U L A N C E  W O R K  W IT H IN  

T H E  Q A S

U n d e r  th e  p ro v is io n s  o f  The A m b u la n c e  S e rv ic e  A c t  19 91 , th e  Q A S  is re q u ire d  

to  fu lf il c e r ta in  ro le s  a n d  fu n c tio n s . T h e  m a in  ro le  o f  th e  Q A S  is to  “p ro v id e  th e  

c o m m u n ity  o f  Q u e e n s la n d  w ith  t im e ly  p re -h o s p ita l  p a tie n t ca re , s p e c ia lis e d  p a tie n t 

tra n s p o r t a n d  p u b lic  e d u c a tio n ” (P o lic y  a n d  P ro c e d u re s  M a n u a l, 3 0 3 :3  1 ) ."  T h e  

fu n c tio n s  o f  th e  Q A S  are  lis te d  in T a b le  9:
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T a b le  9

Q A S  - R O L E S  A N D  F U N C T IO N S

•  to  p ro v id e , c o n d u c t a n d  m a in ta in  a m b u la n c e  se rv ic e s

•  to  p ro te c t  p e rs o n s  fro m  in ju ry  o r  d e a th , w h e th e r  o r  n o t th o se  p e rs o n s  a re  s ic k  o r  in ju re d ,

d u r in g  re s c u e  a n d  o th e r  re la te d  a c tiv it ie s

•  to  p ro v id e  s p e c ia lis t  tra n s p o r t fo r  p e rs o n s  re q u ir in g  a tte n tio n  a t m e d ic a l o r  h e a lth  c a re  

fa c ilitie s

•  to  p a r t ic ip a te  w ith  o th e r  e m e rg e n c y  se rv ic e s  in  c o u n te r  d is a s te r  p la n n in g

•  to  c o o rd in a te  all v o lu n te e r  firs t a id  g ro u p s  in  re s p e c t o f  m a jo r  e m e rg e n c ie s  o r  d is a s te rs

" A v e r y  ( 1 9 9 0 : 2 5 )  d e f i n e s  p r e - h o s p i t a l  e m e r g e n c y  c a r e  a s  “ a l l  a s p e c t s  o f  p a t i e n t  c a r e  p r i o r  t o  t h e  p a t i e n t s '  a r r i v a l  a t  

h o s p i t a l  a n d  i n c l u d e s  a l l  a s p e c t s  o f  t h e  i d e n t i f i c a t i o n  o f  t r a u m a t i c  i n j u r y ,  a c c e s s i n g  e m e r g e n c y  r e s p o n s e  s y s t e m s ,  

d e s p a t c h  f o r  e m e r g e n c y  r e s p o n s e ,  o n - s c e n e  e x t r i c a t i o n ,  t r e a t m e n t  a n d  s t a b i l i s a t i o n ,  c o m m u n i c a t i o n  a n d  t r a n s p o r t  

t o  h o s p i t a l . "
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•  to  a d o p t a n d  im p le m e n t all n e c e ssa ry  m e a su re s  ( in c lu d in g  s y s te m s  o f  p la n n in g , 

m a n a g e m e n t a n d  q u a li ty  c o n tro l)  th a t w ill b e s t  en su re  th e  e f f ic ie n t a n d  e c o n o m ic  o p e ra tio n  

a n d  u se  o f  its  re s o u rc e s  in  th e  p ro v is io n  o f  a m b u la n c e  se rv ice s

•  to  p ro v id e  c a s u a lty  ro o m  se rv ic e s

•  to  p ro v id e  c o m m u n ity  a n d  w o rk p la c e  e d u c a tio n  in  f irs t a id , c a rd io p u lm o n a ry  re s u sc ita tio n  

a n d  o th e r  re la te d  m a tte rs

•  S u c h  o th e r  fu n c tio n s  as th e  M in is te r  d e te rm in e s

S o u rc e : Q A S  P o l ic y  a n d  P ro c e d u re s  M an u a l.

Q A S  o f f ic e rs  a re  c o n s id e re d  b y  m a n a g e m e n t to b e  m e m b e rs  o f  b o th  h e a lth  care  

a n d  e m e rg e n c y  s e rv ic e s  s y s te m s  w ith in  Q u e en s la n d . P ro v is io n  o f  a m b u la n c e  s e rv ic e s  to 

m e m b e rs  o f  th e  p u b lic  is n o t free. S u b sc r ip tio n s  o f  b e tw e e n  f if ty  a n d  o n e  h u n d re d  

d o lla rs  p e r  y e a r  e n su re  p ro v is io n  o f  b o th  e m e rg e n c y  and  n o n -e m e rg e n c y  p re -h o s p ita l  

c a re  to  su b sc r ib e rs . N o n -s u b s c r ib e rs  m a y  be  c h a rg ed  up to  se v e ra l th o u s a n d  d o lla rs  p e r  

jo u rn e y , d e p e n d in g  u p o n  th e  d is ta n c e  tra v e lle d  an d  the m o d e  o f  tra n s p o r ta t io n  u sed .

A ll re q u e s ts  fo r  an  a m b u la n c e  a re  a llo c a te d  a re sp o n se  co d e . T h is  a llo c a tio n  is 

b a se d  o n  th e  in fo rm a tio n  g iv e n  to th e  c o m m u n ic a tio n s  o p e ra to r  a t th e  tim e  o f  th e  

re q u e s t. R e s p o n s e  c o d e s  a re  o u tlin e d  in  T ab le  10.

T a b le  10 

Q A S  R e sp o n se  C o d es

C o d e D e sc r ip tio n E x a m p le s

C o d e  o n e Im m e d ia te  re sp o n se C o lla p se  u n c o n sc io u s  

C a rd ia c  a rre s t 

E le c tro c u tio n  

Im m e rs io n

M u lti-c a su a lity  m o to r  v e h ic le  

a c c id e n t

B re a th in g  d iff ic u lty  

M a jo r  tra u m a

In ju r ie s  th a t a re  n o t life - th re a te n in g  

i.e .;  b ro k e n  a rm

In te r-h o sp ita l tra n s fe r  

T ra n sp o rta tio n  to d ia g n o s tic  

te s tin g /m e d ic a l tre a tm e n t/th e ra p y

C o d e  tw o  U n d e la y e d  re sp o n se

C o d e  th re e  R o u tin e  re sp o n se

Source: QAS Policy and Procedures Manual.



T h e s e  c o d e s  m a y  c h an g e  d u rin g  tlhe c o u rse  o f  tra v e llin g  to a  c a se , o r  d u r in g  

tre a tm e n t o r  t ra n s p o r ta t io n  fro m  th e a c c id e n t  site . A ll Q A S  o ff ic e rs  a re  re q u ire d  to  w e a r  

th e  p re s c r ib e d  Q A S  u n ifo rm  w h ils t o n  d u ty . C o m p le tio n  o f  an  A ss o c ia te  D ip lo m a  o f  

A p p lie d  S c ie n c e  (A m b u la n c e )  is re q u ire d  as a  p re -re q u is ite  to  b e c o m in g  a  q u a lif ie d  

a m b u la n c e  o ff ic e r . D u r in g  th e  tim e  th a t th is  s tu d y  w a s  c o n d u c te d , th e  m a jo r ity  o f  

o ff ic e rs  w ere ’ in  th e  p ro c e s s  o f  u p g ra d in g  th e ir  q u a lif ic a tio n s  th ro u g h  c o m p le tio n  o f  a 

b r id g in g  p ro g ra m .

Q A S  o f f ic e rs  w o rk  sh ifts  o f  b e tw e e n  e ig h t an d  f if te e n  h o u rs  in  d u ra tio n . T h e y  

a re  r e q u ire d  to w o rk  a n y  tim e  d u rin g  a tw e n ty - fo u r  h o u r p e r io d , a n d  in  so m e  re g io n s  are  

a lso  re q u ire d  to  b e  ‘o n -c a l l ’. T h e  m a jo r i ty  o f  a m b u la n c e  w o rk  in v o lv e s  tra n s p o r tin g  

o ld e r  p a tie n ts  to  h o s p ita l  o r  c lin ic s  for r e g u la r  n o n -u rg e n t m e d ic a l t re a tm e n t a n d /o r  

re h a b il i ta t io n , o th e rw is e  k n o w n  as co d e  th re e s . C o d e  tw o  case s , o r  n o n -u rg e n t a c c id e n t 

o r  tra u m a , a n d  c o d e  o n e s , m a y  o n ly  fo rm  u p  to  tw e n ty  p e rc e n t o f  an  o f f ic e r ’s w o rk lo a d . 

T h e s e  p ro p o r t io n s  m a y  v a ry  a cc o rd in g  to  g e o g ra p h ic a l a n d  s o c io -e c o n o m ic  a re a . F o r  

e x a m p le , a re a s  w h e re  th e re  a re  h ig h e r  th a n  a v e rag e  n u m b e rs  o f  c h ild re n , p e rs o n s  o v e r  

s ix ty -f iv e , n o n -E n g lis h  s p e a k in g  b a c k g ro u n d  m ig ran ts , a n d  A b o r ig in e s  a re  s a id  to  b e  

a s s o c ia te d  w ith  a  p ro li fe ra t io n  o f  c e r ta in  ty p e s  o f  cases  a n d  co d es .

W h e n  o f f ic e rs  a re  n o t  a tte n d in g  c a s e s , th ey  sp en d  tim e  a t th e ir  s ta t io n  o r  b ra n c h  

d o in g  e i th e r  m a in te n a n c e  w o rk  on  v e h ic le s  o r  e q u ip m e n t, p ra c tis in g  te c h n ic a l sk ills , o r  

s tu d y . T h e  a m o u n t o f  t im e  b e tw e e n  cases  c an  be lo ng , a n d  to a lle v ia te  b o re d o m  an d  

f ru s tra tio n , o f f ic e rs  s p e n d  tim e  ta lk in g , jo k in g ,  ea tin g , re a d in g , p la y in g  c o m p u te r  g a m es , 

a n d  s o m e tim e s  s le e p in g .

B a b y  c a p s u le  h ire  fo r m o to r  v e h ic le s  h as  re c e n tly  b e e n  in tro d u c e d  as o n e  o f  th e  

s e rv ic e s  p ro v id e d  b y  th e  Q A S  (S ee  A p p e n d ix  8). O ffice rs  a re  o c c a s io n a lly  c a lle d  u p o n
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to  p ro v id e  th is  s e rv ic e , o n e  th a t m a n y  o ff ic e rs  do  n o t e n jo y  as th e y  do  n o t th in k  o f  i t  as 

‘r e a l ’ a m b u la n c e  w o rk . In  so m e  re g io n s , a m b u la n c e  s ta tio n s  a re  s itu a te d  in  th e  s a m e  

b u i ld in g  a s  re g io n a l  c o m m u n ic a tio n  c e n tre s , a n d  o n  s lo w  sh if ts , o ff ic e rs  sp e n d  tim e  

ta lk in g  to  c o m m u n ic a tio n s  o p e ra to rs  a n d  lis te n in g  to  th e  ra d io . S o m e tim e s  o ff ic e rs  a re  

a sk e d  to  h e lp  o u t. T ra in in g  O ffice rs  a lso  c o n d u c t p u b lic  e d u c a tio n  c la s se s , a n d  a re  a lso  

re s p o n s ib le  fo r  th e  o n g o in g  sk ills  m a in te n a n c e  o f  o ff ice rs .

C a s e s  a re  d e s p a tc h e d  to o ff ice rs  w h o  a re  a tta c h e d  to  u n its , o r  s in g le  v e h ic le s . 

W h ile  m o s t  u n its  a re  s ta f fe d  b y  p a irs  o f  o ff ice rs , in  ru ra l a re a s  o n e  o ff ic e r  m a y  e i th e r  b e  

a lo n e  o r  a c c o m p a n ie d  b y  an  h o n o ra ry  o ff ice r . W ith in  th e  s ta tio n  itse lf , in fo rm a tio n  

a b o u t c a s e s  a re  c o m m u n ic a te d  to  o ff ice rs  v ia  p u b lic  a d d re ss  sy s te m , p h o n e , o r  ra d io . 

T h e  n u m b e r  o f  u n its  s e n t to case  is d e p e n d e n t u p o n  th e u rg e n c y  o f  th a t p a r t ic u la r  c a se . 

F o r  e x a m p le , o n e  c a se  o b se rv e d  w as a tte n d e d  b y  th re e  u n its , a n d  all th re e  w e re  fu lly  

u tilis e d . T h is  c a s e  in v o lv e d  a tte n d in g  tw o  y o u n g  a d u lts  w h o  w e re  s tru c k  b y  th e  s a m e  

ca r , b o th  o f  w h o m  s u s ta in e d  se r io u s  h e a d  and  sp in a l in ju rie s .

H o w  an  o f f ic e r  a p p ro a c h e s  a  scen e  a n d  su b se q u e n tly  re s p o n d s  to th e  p a tie n t w ill  

p a r t ia l ly  d e p e n d  u p o n  th e  p a t ie n t’s so c ia l an d  c u ltu ra l lo ca tio n . In  a d d itio n  to  g e n d e r , 

c la s s , e th n ic i ty  a n d  a g e , o th e r  fa c to rs  su ch  as c lim a tic  c o n d itio n s , tim e  o f  th e  d a y  o r  

n ig h t, b u i l t  p h y s ic a l  e n v iro n m e n t, an d  lev el o f  in to x ic a tio n , le v e l o f  p a in  a n d  su ffe r in g , 

a n d  th e  p a t ie n t ’s o w n  d e m e a n o u r  w ill  a lso  d e te rm in e  h o w  an  o ff ic e r  re sp o n d s . T h e s e  

a ttr ib u te s  w il l  s o m e tim e s  te s t th e  o f f ic e r ’s ‘to le ra n c e  le v e l’, o r  th e  d e g re e  to  w h ic h  an  

o f f ic e r  c a n  ‘c a lm  a n d  re a s s u re ’ a  p a tie n t in a  fr ie n d ly  and  c a r in g  m a n n er.

A m b u la n c e  w o rk  c a n  b e  d e sc r ib e d  as a  s e rv ice  p ro d u c in g  jo b . T h e  se rv ic e  

p ro d u c e d  is in ta n g ib le  in  th a t the en d  re su lt c an  n o t a lw a y s  b e  e a s ily  m e a s u re d  o r  

d e f in e d . A lth o u g h  th e re  a re  e x c e p tio n s  to th is  d e f in itio n , e sp e c ia lly  w h e n  o ff ic e rs
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p e r fo rm  T ife s a v in g ’ p ro c e d u re s  su c h  as d e f ib r il la tio n  o r  C P R , it is s o m e tim e s  d if f ic u lt

to  a sc e r ta in  th e  q u a li ty  o f  th e o u tc o m e . A sse ssm e n ts  c an  o n ly  re a lly  b e  m a d e  a t th e

a c tu a l s ite  o f  th e  w o rk  e ith e r  b y  o th e r  o ff ice rs  o r  m e d ic a l p ra c tit io n e rs  w h o  s to p  to

a ss is t. In  o n e  in te rv ie w , a n  o f f ic e r  o f  f if te e n  y e a rs  s e rv ic e  d e sc r ib e s  a m b u la n c e  w o rk  as

th e  p ro d u c tio n  o f  ‘g o o d w il l ’ :

In  o u r  o c c u p a tio n , a t th e  e n d  o f  th e  day , w e  p ro d u c e  n o th in g  e x c e p t 

g o o d w ill . W e  re a lly  h a v e n ’t p ro d u c e d  a n y th in g . W e ’ve  g o t n o th in g  to  

sh o w  fo r  it. I f  y o u  w e re  in  a  fa c to ry  an d  y o u ’re  m a k in g  n u ts  a n d  b o lts , a t 

th e  e n d  o f  th e  d a y  y o u  can  lo o k  d o w n  th e  lin e  an d  see  fiv e  th o u s a n d  n u ts  

a n d  b o lts , a n d  y o u ’ve a c h ie v e d  so m e th in g . In  o u r  jo b  y o u ’v e  a c h ie v e d  

n o th in g . E x c e p t g o o d w ill.

(“ R o d ” N o .9 A O , M e tro )

In  h is  e th n o g ra p h ic  s tu d y  o f  e m e rg e n c y  m e d ic a l te c h n ic ia n s , P a lm e r  (1 9 8 3 ) 

i l lu s tra te  th a t th is  i l lu s io n a ry  an d  in ta n g ib le  q u a lity  a ss is ts  a m b u la n c e  o ff ic e rs  in  th e  

p e rfo rm a n c e  o f  th e ir  sk ills . T h e  p ro d u c tio n  o f  ‘g o o d w ill’ to g e th e r  w ith  th e  p e rfo rm a n c e  

o f  m e d ic a l p ro to c o ls  o f te n  o c cu rs  a t a  ra p id  and  fren z ie d  p ace , p a r tic u la r ly  d u r in g  c a se s  

w h e re  tim e  is  c ru c ia l  to th e  su rv iv a l o f  th e  p a tie n t. A c c o rd in g  to  P a lm e r, m a n y  o f  th e  

o ff ic e rs  in  h is  s tu d y  fo u n d  th is  ‘in v is ib le ’ c o m p o n e n t o f  th e ir  jo b  e n jo y a b le  in  th a t  it 

g a v e  th e m  a  s e n se  o f  p o w e r  an d  c o n tro l. T h e  o ff ic e rs  are , in  a sen se , ‘o n  s ta g e ’, an d  

m a n y  re v e lle d  in  b e in g  a b le  to d isp la y  th e ir  te c h n ic a l an d  in te rp e rso n a l sk ills  to th e  

p u b lic . I t w a s  th is  c o m p o n e n t o f  th e  w o rk , and  n o t a lw a y s  th e  p ro d u c tio n  o f  a  ta n g ib le  

o u tc o m e  th a t  o ff ic e rs  fo u n d  th e  m o s t sa tis fy in g .

O th e r  ‘s e r v ic e ’ o c c u p a tio n s , su ch  as n u rs in g  in v o lv e  w o rk in g  w ith in  p r iv a te  

h o m e s , b u t g e n e ra l ly  m o s t w o rk  w h e re  to u ch  is n e c e s sa ry  to ta sk  a c c o m p lis h m e n t 

o c c u rs  w ith in  a  p u b lic  c o n te x t. A m b u la n c e  o ff ice rs  a re  n o t o n ly  g iv e n  p e rm is s io n  to 

to u c h  p e o p le  w ith in  a p r iv a te  co n tex t, bu t a re  a lso  a llo w ed  to e n te r  sp a c e  th a t is 

c o n s id e re d  o ff - l im its  to m o s t o th e rs . W h en  p e o p le  g iv e  p e rm is s io n  to th e  o ff ic e r  to
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e n te r  a n d  to u c h  w ith in  a  p r iv a te  c o n te x t, th e y  li te ra lly  p la c e  a  la rg e  a m o u n t o f  tru s t  in  

th e  h a n d s  o f  th e  a m b u la n c e  o ff ic e r , a n d  th is  tru s t in v o lv e s  an  e x p e c ta tio n  th a t  th e  o ff ic e r  

w ill  re s p e c t  th e m  b o th  p h y s ic a l ly  a n d  e m o tio n a lly . A s o n e  o ff ic e r  p o in ts  o u t, to  b e  ab le  

to  in s tru c t  s o m e o n e  to d o  s o m e th in g  th e y  w o u ld  n o t o th e rw is e  d o  in  f ro n t o f  a  s tra n g e r  

m e a n s  th a t  th e  o ff ic e r  n e e d s  to  c o m m a n d  a  c o n s id e ra b le  a m o u n t o f  c o n f id e n c e  a n d  tru s t:

(I ts )  ju s t  h o w  p e o p le  re a c t to  th e  u n ifo rm . I f  I w a lk e d  in  o f f  th e  s tre e t in  

c iv v ie s  a n d  sa id  to  s o m e o n e , o h , I ’m  g o in g  to  h a v e  to  ta k e  y o u r  c lo th e s  o f f  

to  do  s o m e th in g , th e y ’d  c a ll th e  c o p s  an d  th in k  y o u  w e re  a  p e rv e r t. B u t i f  I 

w a lk  in  a n d  s a y  I ’m  an  A m b o  an d  say , so rry , I ’m  g o in g  to h a v e  to ta k e  

so m e  o f  y o u r  g e a r  o f f  to  do  th is , i t ’s - o h  y e ah , th a t ’s fin e. I s u p p o se  i t ’s 

w h a t th e  p a tie n ts  see. T h e y ’re  p ro b a b ly  n o t s e e in g  m e, th e y ’re  s e e in g  an  

a m b o . A n d  w h e th e r  i t ’s th e  fac t th a t so m e o n e  is p le a s e d  th a t s o m e o n e ’s 

c a r in g  fo r  th e m .... I f  y o u  th in k  o f  th e  o ld e r  w o m e n ... T h e y ’v e  g o t te n  

la y e rs  o f  c lo th e s  o n  a n d  th e y ’re  re a lly  w ith in  th e m se lv e s . A n d  to  b e  ab le  to 

g e t th a t  c o n f id e n c e  to say , h ey , I ’rn ju s t  g o in g  to h a v e  to re m o v e  so m e  g e a r  

o r  d o  th is  o r  d o  th a t. T h e y ’re  q u ite  h a p p y  to  do  it.

(“ A l” N o .6, O IC , R e m o te )

T h is  sen se  o f  tru s t  w a s  v e ry  a p p a re n t d u rin g  o b s e rv a tio n a l f ie ld w o rk , as th is  

p e rm is s io n  w a s  a lso  g ra n te d  to m y s e l f  as w e ll as th e  o ff ice rs . T h is  m e a n t th a t p a tie n ts , 

re la tiv e s  a n d  b y s ta n d e rs  im m e d ia te ly  ‘t ru s te d ’ m e  a lo n g  w ith  th e  o ff ic e rs , a n d  a t no  tim e  

d id  a n y o n e  q u e s tio n  m y  p re se n c e , e v e n  w h e n  I e n te re d  th e ir  b e d ro o m s , w a tc h e d  as th e  

o ff ic e rs  p e r fo rm e d  th e ir  d u tie s  in  th e  h o m e , o r  so u g h t in fo rm a tio n  fro m  m e  a b o u t 

c o n d it io n  o f  th e  p a tie n t. T h is  sen se  o f  tru s t a n d  th e  e n su in g  p e rm is s io n  to  e n te r  a lso  

a p p lie d  to  p u b lic  p la c e s  su c h  as h o sp ita l  w a rd s , e m e rg e n c y  tre a tm e n t ro o m s , a n d  

n u rs in g  h o m e s . T h e  fo llo w in g  q u o te  is an  e x c e rp t fro m  f ie ld w o rk  n o te s :

W e  g o t a  ca ll th a t tu rn e d  o u t to  be  a  fa lse  a la rm ... th e  o ff ic e rs  e n te re d  th e 

h o m e  o f  a  v e ry  su rp r is e d  b u t c h e e rfu l w o m a n  w h o se  v ita l a la rm  w e n t off. I 

w a s  su rp ris e d  at h o w  tru s tin g  th e  w o m a n  w as. E v e n  th o u g h  w e  ru sh e d  in to
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h e r  h o m e  u n a n n o u n c e d , sh e  w e lc o m e d  u s  in  a n d  s e e m e d  to  h a v e  c o m p le te  

t ru s t  in  u s .12

(F ie ld  n o te s , C ase  N o .2 M a y  1 9 9 4  S o u th -e a s t  R e g io n )

T h u s , I g a in e d  f irs t h a n d  in s ig h t in to  h o w  a m b u la n c e  o ff ic e rs  a re  v ie w e d  w ith in  

th e  c o m m u n ity , an d  w h a t th e  c o m m u n ity  e x p ec ts  o f  th e  ro le  o f  th e  a m b u la n c e  o ff ice r . 

T h e  m o s t o b v io u s  e x p e c ta tio n , b a se d  o n  m y  o b se rv a tio n s  o f  h o w  p e o p le  re a c te d  w h e n  

th e  o f f ic e rs  a rr iv e d  a t th e  sce n e  o f  an  a c c id e n t o r  a t th e  h o m e  o f  a  p a tie n t,  w a s  th a t th e  

o ff ic e rs  w o u ld  ‘s o lv e ’ th e ir  p ro b le m s . I o f te n  o b se rv e d  th e  r e l ie f  o n  p e o p le ’s fa c e s  an d  

th e  g e n e ra l e a s in g  o f  te n s io n  w h e n  th e  o ff ic e rs  s tep p e d  o n to  th e  p re m is e s . M a n y  p e o p le  

d is p la y e d  a  le v e l o f  d e fe re n c e  in  fro n t o f  th e  o ff ic e rs  th a t is u su a lly  o n ly  s e e n  in  th e  

p re s e n c e  o f  th e  ‘t r u e ’ p ro fe s s io n a ls  s u c h  as d o c to rs  a n d  la w y e rs . T h e  fo llo w in g  q u o te  

f ro m  f ie ld w o rk  n o te s  i l lu s tra te s  th is  lev e l o f  d e fe re n c e  to w a rd s  a m b u la n c e  o ff ice rs :

W e  w e n t to a  co d e  o n e  at a  fo o tb a ll c lu b  at a b o u t m id -m o rn in g . T h e  

p a tie n t w a s  a  m a n  in h is  s e v e n tie s  w h o  w as  s u ffe r in g  fro m  a su sp e c te d  

C V A . H e  w as  s it t in g  in th e  b a r  w ith  h is  w ife  an d  s e e m e d  to  w o rk  th e re  

b e c a u se  h e  w a s  w o rr ie d  a b o u t th e  k ey s. T h e re  w e re  s e v e ra l w o m e n  w h o  

a lso  w o rk e d  th e re  w h o  s e e m e d  v e ry  d e fe re n tia l to w a rd s  us. O n e  w o m a n  

th o u g h t I w a s  a  c u s to m e r  b u t w h e n  I to ld  h e r  I w a s  w ith  th e  Q A S  sh e  

s e e m e d  re lie v e d  a n d  s q u e e z e d  m y  h a n d ... th e  e m o tio n a l  d e fe re n c e  s e e m s  

s tra n g e  to  m e. T h e y  see  m e  as o n e  o f  th e  ‘p r o f e s s io n a ls ’ a n d  I h a d  a  

s tra n g e  fe e lin g  o f  k n o w in g  th e m  b u t  a lso  b e in g  a p a r t  fro m  th em .

(F ie ld  n o te s , C ase  N o .6 M a y  19 9 4  S o u th -e a s t re g io n )

12A  ‘v i t a l ’ a l a r m  is  b r a n d  n a m e  f o r  a  p e r s o n a l  a l a r m  t h a t  i s  p o p u l a r  a m o n g s t  o l d e r  p e o p l e  w h o  l i v e  a l o n e .  T h e  p e r s o n  

h a s  t h e  a l a r m  a t  a l l  t i m e s ,  a n d  i t  is  c o n n e c t e d  t o  e m e r g e n c y  s e r v i c e s  s u c h  t h e  Q A S .  W h e n  a n  a l a r m  i s  t r i g g e r e d ,  t h e  

a l a r m  c e n t r e  c o n t a c t s  t h e  a m b u l a n c e ,  w h o  t h e n  t r e a t  t h e  i n c i d e n t  a s  a  c o d e  o n e  c a s e .  A t  n o  t i m e  d u r i n g  f i e l d w o r k  

d i d  a n y o n e  q u e s t i o n  m y  p r e s e n c e  in  a n y  s i t u a t i o n .  I w e n t  w h e r e v e r  t h e  a m b u l a n c e  o f f i c e r s  w e n t .  I w a s  e v e n  

a l l o w e d  i n t o  e m e r g e n c y  t r e a t m e n t  r o o m s  d u r i n g  t r e a t m e n t  o f  s e r i o u s l y  il l  o r  i n j u r e d  p a t i e n t s .  T h i s  s o m e t i m e s  

c a u s e d  m e  s o m e  e t h i c a l  d i l e m m a s ,  a s  it w a s  s o m e t i m e s  d i f f i c u l t  t o  d e t e r m i n e  w h e n  a m b u l a n c e  w o r k  f i n i s h e d  a n d  

w h e n  e m e r g e n c y  m e d i c a l  w o r k  b e g u n .  In  s o m e  c i r c u m s t a n c e s ,  o f f i c e r s  o f t e n  s t a y e d  a r o u n d  t o  o b s e r v e  o r  h e l p  

m e d i c a l  s t a f f  a t  a c c i d e n t  a n d  e m e r g e n c y  d e p a r t m e n t s ,  a n d  t h e s e  o f f i c e r s  e x p e c t e d  m e  t o  f o l l o w  t h e m .  T h r o u g h  

d i s c u s s i o n s  w i t h  o f f i c e r s  a b o u t  t h i s  d i l e m m a  I d e c i d e d  t h a t  in  m o s t  c a s e s  it w a s  a n  e x t e n s i o n  o f  a m b u l a n c e  w o r k .  

S e e  a p p e n d i x  1.
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In  a d d it io n  to  th e  d e fe re n c e  sh o w n  to  o ff ice rs , p a tie n ts  o f te n  tre a t th e  in s id e  o f  

a n  a m b u la n c e  as p la c e  fo r  c o n fe s s in g  s e c re t an d  in tim a te  th o u g h ts  an d  fe a rs , s o m e th in g  

th a t  m a n y  o f f ic e rs  c o n s id e r  a  ‘p r iv i le g e ’. T h e  fo llo w in g  o ff ic e r  illu s tra te s  h o w  p a tie n ts  

o f te n  d is c lo s e  in fo rm a tio n  th a t th e y  w o u ld  n o t  o th e rw ise  te ll  to  o th e rs :

W h o  e lse  w il l  th e y  o p e n  up  th e ir  h o u s e  to  a n d  le t w a lk  in to  a  b e d ro o m  a t 

tw o  o ’c lo c k  in  th e  m o rn in g ?  I ’v e  h a d  y o u n g  g ir ls  w h o  h a v e  a tte m p te d  

s u ic id e  a n d  th e y ’ll te ll y o u  th in g s  th a t th e y ’d  n e v e r  e v e r  te ll  th e ir  p a re n ts .

A n d  th e y  d o n ’t  k n o w  y o u  fro m  a  b a r  o f  so ap . Y o u ’ve  o n ly  g o t th e m  in  th e  

c a r  fo r  f iv e  to  te n  m in u te s  a n d  th e y ’ll ju s t  o p e n  up  an d  te ll y o u  th in g s  th e y  

w o n ’t te ll  a n y b o d y  e lse . I c o n s id e r  it a  rea l p riv ileg e .

(“R o d ” , A O  M e tro  N o .9 )

T h e  p e rm is s io n  to  e n te r  a n d  th e  tru s t th a t c o m es  w ith  th a t is e v e n  m o re  

p ro n o u n c e d  in  ru ra l a n d  n o n -m e tro p o lita n  a re as , w h e re  a m b u la n c e  o ff ic e rs  o f te n  

e x p e r ie n c e  th e  s ta tu s  o f  re sp e c te d  c o m m u n ity  lead ers . R u ra l o ff ic e rs  a re  m o re  lik e ly  to  

k n o w  th e ir  p a t ie n ts  p e rs o n a lly , an d  a re  e x p e c te d  to b e h a v e  as a  m o d e l c i t iz e n  b o th  o n  

an d  o f f  th e  jo b . T h is  c o m m u n ity  e x p e c ta tio n  is fu r th e r  e x a c e rb a te d  b y  th e  fa c t th a t ru ra l 

o ff ic e rs  a re  m o re  l ik e ly  to be  ‘o n  c a l l ’ a f te r  h o u rs , an d  as su ch , n e e d  to b e  ‘re a d y  

a lw a y s ’.13 T h is  e x p e c ta t io n  th a t o ff ic e rs  w ill b e  ‘m o d e l’ c itiz e n s  b o th  o n  a n d  o f f  th e  jo b  

is  d o c u m e n te d  in  Q A S  p o lic y  a n d  p ro c e d u re s  m a n u a l :

T h e  c o n d u c t  a n d  b e h a v io u r  o f  A m b u la n c e  O ffice rs  is to be b e y o n d  re p ro a c h  

a n d  in  a c c o rd a n c e  w ith  th e  p ro fe s s io n a l e x p e c ta tio n s  o f  th e  c o m m u n ity  th e y  

se rv e . T h is  a p p lie s  b o th  w h ils t  o n  a n d  o f f  d u ty  an d  w h e th e r  u n ifo rm  is  w o rn  

o r  n o t. O ff ic e rs  sh o u ld  c o n d u c t th e m se lv e s  in  a  m a n n e r  b e f it t in g  th e ir  

u n ifo rm . T h e y  re m a in  a m b a ssa d o rs  fo r th e  Q A S. It is in  th e  in te re s t  o f  a ll 

o ff ic e rs  th a t  th e  p u b lic  im a g e  o f  th e  Q A S  is p re se rv ed .

(Q A S  A d m in is tra tio n  M a n u a l, 4 2 0 1 :4 2 -1 ) .

13 T h e  Q A S  m o t t o  i s  ' S e m p e r  A l a c e r ’ w h i c h  t r a n s l a t e s  a s  ' R e a d y  a l w a y s '
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In  te rm s  o f  e m o tio n a lity , th e re  a re  c le a r  e n v iro n m e n ta l a n d  c o n te x tu a l  

d if fe re n c e s  b e tw e e n  ru ra l a n d  u rb a n  o ff ic e rs . R u ra l o ff ic e rs  o f te n  a re  r e q u ire d  to  s p e n d  

u p w a rd s  o f  f iv e  to  te n  h o u rs  w ith  a  p a tie n t  d u r in g  a  ro u tin e  tra n s p o r ta tio n , o r  g e tt in g  to  

a n d  fro m  th e  sc e n e  o f  an  a c c id e n t in  a  re m o te  o r  is o la te d  a re a . In  th e se  s i tu a tio n s , 

d e v e lo p in g  ra p p o r t w ith  p a tie n ts  is o f te n  a t a  p re m iu m , in  th a t ru ra l o ff ic e rs  a re  e x p e c te d  

to  a d h e re  to  th e  s te re o ty p e  o f  b e in g  u p s ta n d in g , s to ic  y e t c a rin g . O ff ic e rs  in  u rb a n  a re a s  

a re  m o re  l ik e ly  to b e  y o u n g e r , le ss  e x p e r ie n c e d  in  ‘lo n g  h a u l’ c o n ta c t w ith  p a tie n ts , b u t  

m o re  e x p e r ie n c e d  a t s h o rte r  e m e rg e n c y  co n tac t:

T a k e  a n y  o ff ic e r  fro m  th e  c ity  a n d  y o u ’d b e  lu c k y  i f  y o u  c o u ld  f in d  a n y  

m o re  th a n  s ix  y e a rs  e x p e r ie n c e  o n  th e  a v e ra g e , an d  fin d  so m e b o d y  w h o ’s 

o v e r  tw e n ty  e ig h t y e a rs  o ld  th a t is o n  th e  ro ad . B u t th en  in  th e  c ity , th e y  

d o n ’t h a v e  th e  tim e  to  g e t p e rs o n a lly  in v o lv e d  w ith  th e p e o p le  th a t th e y  a re  

d e a lin g  w ith . T h e y  g o  o u t, th e y  p ic k  th em  up , th e y  tre a t th e m , th e y  ta k e  

th e m  to h o s p ita l  an d  te n  m in u te s  la te r  th e y ’re o f f  o n  a n o th e r  jo b .. . .  ( In  th e  

c o u n try )  Y o u ’v e  a lso  g o t to  d e a l w ith  th e is o la t io n .. .y o u ’ve g o t to  tra v e l tw o  

h u n d re d  k ilo m e tre s  to  do  y o u r  s h o p p in g .. .I t ’s a  to ta lly  d iffe re n t life s ty le .

(“ E r ic ” A O  R u ra l N o .2 4 )

W h ile  u rb a n  o ff ic e rs  a re  m o re  lik e ly  to  e x p e r ie n c e  a  w id e r  v a r ie ty  o f  c a s e s , th e y  

a re  le ss  lik e ly  to  g a in  k n o w le d g e  o f  th e  a f te rm a th  o f  th e  c a se  th e y  a tte n d ed . E x c e p tio n s  

to  th is  a re  m a jo r  m u lt i- c a s u a li ty  c a se s  o r  th o se  w h ic h  h a v e  re c e iv e d  m e d ia  a tte n tio n . 

T h u s , th e  p ra c tic e  a n d  d e m a n d s  o f  e m o tio n a l la b o u r is  n o t u n ifo rm  a c ro ss  th e  se rv ic e . 

F o r  e x a m p le , D a v id s o n  (1 9 9 2 ) , th ro u g h  a  su rv e y  o f  B r itish  C o lu m b ia  A m b u la n c e  s ta ff , 

fo u n d  th a t th o se  w o rk in g  in  th e  m o s t  iso la ted  an d  le a s t p o p u la te d  re g io n s  re p o r te d  

h ig h e r  le v e ls  o f  jo b  s a tis fa c tio n  th a n  th e ir  u rb an  c o u n te rp a r ts .

W h e n  o ff ic e rs  a re  o u t o n  th e  ro a d  p ro v id in g  se rv ice s  to p a tie n ts , th e y  d o  p o s s e s s  

a  s ta tu s  s h ie ld  w h ic h  m a y  o ffe r  th e m  so m e  p ro te c tio n  fro m  th e  p u b lic . T h e  u n ifo rm  an d  

th e  a ir  o f  a u th o r ity  a n d  c o m m a n d , te c h n ic a l e x p e r tise  an d  th e  a b ility  to ‘s a v e ’ liv e s ,



p e rm is s io n  to  e n te r  a n y  e s ta b lish m e n t o r  p e rs o n a l sp ace , an d  th e  p e rm is s io n  to  to u c h  all 

c o m b in e  to  g iv e  a m b u la n c e  o ff ice rs  so m e  fo rm  o f  s ta tu s  a n d  a u th o r ity  in  th e  e y es  o f  th e  

p u b lic . W h ile  a m b u la n c e  o ff ice rs  m a y  n o t p o s se s s  th e  sa m e  d e g re e  o f  s h ie ld in g  as 

m e d ic a l p ra c ti t io n e rs  o r  la w y e rs , o ff ic e rs  a re  s till in  a  m o re  a u th o r ita tiv e  p o s i t io n  th a n  

m o s t in te ra c t iv e  s e rv ic e  w o rk e rs . T h e  ‘m a s c u lin e ’ n a tu re  o f  a m b u la n c e  w o rk  a lso  s e rv e s  

to  p ro v id e  an  e m o tio n a l  s h ie ld  in  th a t o ff ice rs  a re  free  to b e  m a s te r fu l, c o m p e te n t  a n d  

d ire c tiv e  to w a rd s  p a tie n ts , re la tiv e s  o r  b y s ta n d e rs  w h o  do  n o t fo llo w  in s tru c tio n s .

In  c o n tra s t  to  th e  f lig h t a tte n d a n ts  in  H o c h s c h ild ’s s tu d y , th e re  a re  s itu a tio n s  

w h e re  a m b u la n c e  o f f ic e rs  c a n  c o m m a n d  c o m p lia n c e  a n d  c o -o p e ra t io n .14 H o w e v e r , th e  

a u to n o m y  th a t  o f f ic e rs  e x p e r ie n c e  o n  th e  ro a d  c an  d is s ip a te  o n c e  th e y  c o m p le te  th e ir  

c ase  a n d  c o m e  o n c e  a g a in  u n d e r  th e  ‘c o m m a n d ’ o f  c o m m u n ic a tio n s  a n d  m a n a g e m e n t. 

T h e re fo re , th is  s ta tu s  s h ie ld  te n d s  to d im in ish  w h e n  o ff ic e rs  e n g a g e  in  in te rn a l c u s to m e r  

re la tio n s . G iv e n  th e  p a ra -m il i ta ry  n a tu re  o f  th e  Q A S , th is  is  n o t u n u su a l, as in te ra c t io n  

b e tw e e n  o rg a n is a t io n a l  m e m b e rs  is d e te rm in e d  by  a  c h a in  o f  c o m m a n d . J u n io r  o ff ic e rs  

h a v e  to sh o w  re s p e c t  a n d  o b e d ie n c e  to  o ff ice rs  o f  h ig h e r  ran k , a n d  in fo rm a tio n  f lo w  

o c c u rs  d o w n w a rd s  o n  a  ‘n e e d  to k n o w ’ b asis . S ee  A p p e n d ix  9 fo r Q A S  d o c u m e n ta t io n  

d e sc r ib in g  th e  c o m m a n d  a n d  c o n tro l p ro cess .

In  s u m m a ry , a  c o m b in a tio n  o f  fac to rs  h a v e  in f lu e n c e d  th e  d e v e lo p m e n t o f  th e  

Q A S . T h e  p a ra -m il i ta ry  in f lu e n c e  w ith in  th e  Q A S  is n o t ju s t  s u p e r f ic ia lly  m a n ife s te d  

th ro u g h  th e  w e a r in g  o f  u n ifo rm s , c h a in  o f  c o m m a n d  an d  th e  u se  o f  m ili ta ry  t i t le s , b u t 

c o n s titu te s  th e  v e ry  c o re  o f  v a lu es  and  n o rm s  w ith in  th e  s e rv ice . A s  p re v io u s ly  

d e m o n s tra te d , th e  c o m m itm e n t to c o m m u n ity  d e v e lo p m e n t th ro u g h  v o lu n te e r is m  h as
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14 T h e  A m b u l a n c e  A c t  19 9 1 g i v e s  a m b u l a n c e  o f f i c e r s  t h e  p o w e r  t o  f o r c e  e n t r y  i n t o  p r e m i s e s  i f  t h o s e  o f f i c e r s  b e l i e v e  

it w i l l  a s s i s t  in  s a v i n g  a  l i f e .



a lso  b e e n  c e n tra l  to  h o w  th e  c u ltu re  h a s  d ev e lo p ed . W h ile  in c re a se d  b u re a c ra tis a t io n  h as  

e ro d e d  th is  in f lu e n c e , th e  lo c a l a m b u la n c e  c o m m itte e s  o r  ‘f ie fd o m s ’ h a v e  n o t  e a s ily  

a c c e p te d  th is  d e c lin e  in  p o w e r  a n d  in flu en c e . T h is  h as  s u b se q u e n tly  le d  to  a  d e c re a s e  in 

c o m m u n ity  su p p o r t, a n d  an  in c re a se  in  th e  lev e ls  o f  c o m m u n ity  e s tr a n g e m e n t an d  

c y n ic ism  to w a rd s  th e  a m b u la n c e  se rv ic e  as a  w h o le . T h is  h a s  m o s tly  o c c u r re d  in  ru ra l 

a re a s  w h e re  m e m b e rs h ip  o f  a  lo c a l a m b u la n c e  c o m m itte e  h e ld  so m e  d e g re e  o f  p re s tig e  

a n d  s ta tu s .

It w il l  b e  d e m o n s tra te d  th ro u g h o u t the fo llo w in g  tw o  c h a p te rs  th a t  th is  s e n s e  o f  

c o m m u n ity  c o m m itm e n t  is  c lo se ly  a sso c ia te d  w ith  an d  e x p re sse d  th ro u g h  th e  c a r in g  

w o rk  p e r fo rm e d  b y  a m b u la n c e  o ff ice rs . T h e  te rm  'c a r e 7 an d  ‘c a r in g ’ w ill b e  u sed  

c o jo in tly  th ro u g h o u t th e  n e x t few  c h ap te rs . T h e  a sso c ia tio n  b e tw e e n  th e  p e r fo rm a n c e  o f  

e m o tio n a l la b o u r  a n d  th e  p ra c tic e  o f  ca rin g  is o n e  th a t o ff ic e rs  c o n tin u a lly  m a k e  

th ro u g h o u t th is  th e s is , a n d  e x p la n a tio n  o f  th is  lin k  is c ru c ia l in  e x p la in in g  th e  

p h e n o m e n o n  o f  e m o tio n a l  a m b ig u ity  w ith in  th e Q A S.



C H A P T E R  5

‘T H E  B E S T  T O O L  T O  H A V E ’ :

E M O T IO N A L  L A B O U R  A N D  A M B U L A N C E  W O R K

T h e  f ir s t  c h a p te r  o f  m o s t e m e rg e n c y  m e d ic in e  a n d  a m b u la n c e  te x tb o o k s  

in v a r ia b ly  in c lu d e s  a  p a ra g ra p h  o r tw o  a b o u t th e  im p o r ta n c e  o f  th e  a b ili ty  to  c a lm  an d  

re a s s u re  th e  p a tie n t  p r io r  to  a n d  d u rin g  th e  a d m in is tra tio n  o f  tre a tm e n t. T h is  p a ra g ra p h  

a lso  u s u a lly  in c lu d e s  a  c o m m e n t a b o u t th e  im p o r ta n c e  o f  d e v e lo p in g  an  e m p a th e tic  

a p p ro a c h , o r  as so m e  a m b u la n c e  o ff ice rs  h a v e  d e sc r ib e d  it, th e  “ a m b o ’s e q u iv a le n t o f  

th e  b e d s id e  m a n n e r” . In  m o s t te x tb o o k s , th is  is th e  o n ly  re fe re n c e  to  e m o tio n a l la b o u r  as 

a  s k ille d  c o m p o n e n t o f  a m b u la n c e  w o rk  (Ja c o b s , 1991). T h is  te n d e n c y  w a s  a lso  n o te d  in  

Q A S  p o lic y  a n d  p ro c e d u re  m a n u a ls . T h e se  m a n u a ls  c o v e r a ll a re a s  o f  a m b u la n c e  

p ra c t ic e  an d  a d m in is tra tio n . A lth o u g h  p ro to c o ls  fo r  C ritic a l In c id e n t S tre ss  D e b r ie f in g  

(C IS D ) a re  in c lu d e d , th e re  is little  re fe re n c e  to p ro to c o ls  th a t a re  d ire c tly  re la te d  to  th e  

a f fe c t iv e  c o m p o n e n t o f  a m b u la n c e  w o rk .

In  o rd e r  to o b s e rv e  h o w  a m b u la n c e  o ff ic e rs  p e rfo rm  e m o tio n a l la b o u r, I 

p a r t ic ip a te d  as an  o b s e rv e r  d u rin g  o n e  h u n d re d  an d  te n  cases. A f te r  e a c h  case , I w o u ld  

w rite  a  d e s c r ip tio n  c o n c e n tra tin g  o n  h o w  th e  o ff ic e rs  b e h a v e d  to w a rd s  th e  p a tie n t a n d /o r  

re la tiv e s . I m o s tly  o b s e rv e d  th e  a m b u la n c e  o f f ic e r s ’ in te ra c tio n s  w ith  p a tie n ts  o u ts id e  

th e  a m b u la n c e  v e h ic le . O b se rv a tio n s  w ith in  th e  v e h ic le  w e re  lim ite d  b e c a u s e  o f  th e  

d if f ic u l ty  o b s e rv in g  w a tc h in g  fro m  th e  v e h ic le  itse lf . F o r  e x a m p le , in  th e  c a se  o f  

t ra n s p o r t in g  a  c h ild , th e  p a re n t  s ta y e d  w ith  th e  c h ild  in th e  b a c k  o f  th e  v e h ic le , w h ile  I 

sa t in  th e  fro n t. H o w e v e r , r id in g  in th e  fro n t m e a n t th a t I w as  ab le  to d is c u s s  th e  is su e s
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w ith  th e  o f f ic e r  w h o  w a s  d r iv in g , a n d  th is  o f te n  p ro v id e d  u se fu l k n o w le d g e  a b o u t h o w  

th e  c a se  w a s  p ro g re s s in g .

O ff ic e rs  v ie w  b e in g  ‘p ro fe s s io n a l’ as a  fo rm  o f  s u rfa c e  a c tin g , in  th a t o n e  c a n n o t 

a p p e a r  to o  g e n u in e  w ith  p a tie n ts , le s t it in te rfe re  w ith  te c h n ic a l o b je c t iv i ty  a n d  

s u b s e q u e n tly  to ta l  p a tie n t  c a re . T e n s io n  b e tw e e n  b e in g  p ro fe s s io n a l a n d  b e in g  

e m o tio n a lly  g e n u in e  o c c u rs  f re q u e n tly , p a r tic u la r ly  a m o n g s t m a le  o ff ice rs . T h is  te n s io n  

a rise s  b e c a u s e  o f  th e  d if f ic u l ty  m a le  o ff ic e rs  h a v e  w ith  re c o n c ilin g  th e  ‘c a r in g ’ fe m in in e  

c o m p o n e n t o f  th e ir  jo b  w ith  th e  m o re  m a sc u lin e  ‘e m o tio n a l s tr e n g th ’ c o m p o n e n t. O n e  

o ff ic e r  e x p la in e d  th a t it w a s  p o s s ib le  fo r  h im  to c o m b in e  th e  tw o  e le m e n ts  w ith o u t 

u n d u e  s tre ss  i f  h e  k e p t c o n sc io u s  o f  th e  fac t th a t h e  w as  d ra w in g  u p o n  w h a t h e  la b e lle d  

as ‘m a s c u l in e ’ fe e lin g  o f  s tre n g th  a n d  c o m p e te n c e , o f  w h ic h  c a r in g  w a s  a  c o m p o n e n t:

T o  m e , it c o m e s  fro m  m y  heart. I t ’s g o t to c o m e  fro m  w ith in  ... P ro v id e  

s e rv ic e  w ith  fe e lin g ...a s  a  m a le  I ju s t  g e t th is  fe e lin g  th a t y o u  fee l s tro n g  

a b o u t th in g s , a n d  o n c e  y o u  k n o w  th a t is h a p p e n in g , I d o n ’t th in k  y o u  c a n n o t 

b e  g e n u in e . . . . i f  y o u  fee l th a t y o u  k n o w  y o u ’re  b e in g  g en u in e .

(“ S te v e ” , A O  P ro v in c ia l  N o . 10)

H o w e v e r , n o t a ll o ff ic e rs  in te rv ie w e d  e x p e r ie n c e d  th is  ‘s e rv ic e  w ith  f e e l in g ’,

w ith  so m e  e v e n  su g g e s tin g  th a t  e m o tio n a l h a rd e n in g  a n d  su rfa c e  a c tin g  w a s  e sse n tia l  to

k e e p in g  o n e ’s san ity . ‘G e n u in e ’ fe e lin g  to w a rd s  p a tie n ts  w a s  see n  as s o m e th in g  th a t

c a u s e d  m o re  e m o tio n a l s tre ss  a n d  th e re fo re  n e e d e d  to  b e  a v o id ed :

O h, i t ’s o n  a  s u p e r f ic ia l  lev e l, i s n ’t  it?  Y o u  o n ly  h a v e  th e m  in  th e  c a r  fo r  

a t th e  m o s t an  h o u r . . . I ’ll g e t to k n o w  w h a t I n e ed  to  o u t o f  th e m , a n d  a f te r  

th a t i f  I ’v e  d e v e lo p e d  a n y  b o n d  w ith  th e m  I ’ll c h a t w ith  th em . I t ’s j u s t  up  

to  th e  re la tio n s h ip  y o u  d e v e lo p ... i t ’s n o t a lw ay s  e m o tio n a lly  c h a rg e d  b u t 

th e re  a re  h ig h  e x p e c ta tio n s  p laced  u p o n  y o u  a n d  th e y  a re  tie d  in  w ith  

w h a t ’s g o in g  to h a p p e n  to  th e m  p e rso n a lly . T h e y  k n o w  a h e ll o f  a  lo t a b o u t 

th e ir  c a rs  an d  th e ir  te le v is io n s  b u t th e y  k n o w  s tu f f  a ll a b o u t th e ir  o w n  

b o d ie s . A n d  th e y ’re  sca red . W e pu t o n  a  v e n e e r  th e re , w e  go  to th e  h o sp ita l 

an d  p u t o n  a  v e n e e r  th e re . W e  pu t on  a  v e n e e r  w ith  o u r  p a rtn e r . S o m e tim e s  

y o u  m ig h t e v e n  k id  y o u rse lf . I t ’s a  c o p in g  m e c h a n ism . I f  y o u  g o t
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e m o tio n a lly  in v o lv e d  o r  e m o tio n a lly  a ffe c te d  b y  e v e ry  c a se  y o u  c o u ld n ’t 

co p e . Y o u  h a rd e n  y o u r s e l f  to  a  c e r ta in  ex ten t. I t ’s o n ly  w ith  e x c e p tio n a l 

c a se s  th a t it b re a k s  th ro u g h .

(“ G e o rg e ” A O  P ro v in c a l N o .2 3 )

O ffic e rs  f r e q u e n tly  d e s c r ib e d  th e  d e v e lo p m e n t o f  e m o tio n a l n u m b n e s s  d u r in g

th e  c o u rs e  o f  a  sh if t a n d  re fe r re d  to  it  as ‘s w itc h in g  o f f ,  g o in g  in to  ‘a u to -p i lo t’ m o d e , o r

d e v e lo p in g  ‘tu n n e l  v is io n ’. A ll  o ff ic e rs  a g re e d  th a t th is  fo rm  o f  e m o tio n  m a n a g e m e n t

s tra te g y  w a s  c o m m o n . O ff ic e rs  o b je c t if ie d  p a tie n ts  e ith e r  as s o m e th in g  o th e r  th a n  w h a t

th e y  w e re  i.e .;  a  ‘p ie c e  o f  m e a t ’, o r  s o m e tim e s  ju s t  ig n o re d  as a  h u m a n  w ith  e m o tio n a l

n e e d s  i.e ., lik e  a  p a s s e n g e r  in  a  ta x i. O b je c tify in g  b o d ie s  as an  e m o tio n  m a n a g e m e n t

s tra te g y  w a s  a lso  d o c u m e n te d  b y  S m ith  a n d  K le in m a n  (1 9 9 1 ) in  th e ir  q u a li ta t iv e  s tu d y

o f  h o w  m e d ic a l s tu d e n ts  le a rn e d  h o w  to  m a n a g e  th e ir  em o tio n s .

T h e  d e sc r ip tio n s  o f  h a v in g  to  c o n tin u a lly  d is so c ia te  o n e s e lf  fro m  o n e ’s fe e lin g s

in  th e  w o rk p la c e  th ro u g h  a  te m p o ra ry  su sp e n s io n  o f  n e g a tiv e  e m o tio n s  a re  s im ila r  to

H o c h s c h i ld ’s (1 9 8 3 )  d e sc r ip tio n s  o f  e m o tiv e  d is so n a n c e , w h e re  f lig h t a tte n d a n ts  s u ffe r

e m o tio n a l  a lie n a tio n  th ro u g h  h a v in g  to  c o n s ta n tly  d iv o rc e  th e ir  ‘t ru e ’ fe e lin g s  fro m  th e ir

‘w o r k ’ fe e lin g s . A  g o o d  e x a m p le  o f  h o w  c o n tin u a l d e n ia l c an  le ad  to  e m o tiv e

d is so n a n c e  w a s  e v id e n t in  th e  fo llo w in g  c o m m e n ts  b y  an  o ff ic e r  w h o  w a s  c le a r ly  ‘b u rn t

o u t ’ a n d  ‘n u m b e d ’ b y  h is  e x p e r ie n c e s  on  th e  ro ad :

W h e n  th e y  le av e  th e  h o s p ita l  th e y  d o n ’t fee l an y  m o re  re s p o n s ib il i ty  

s tre s s w ise  to w a rd s  th a t  p a tie n t. B u t th e se  p ra c tic e s  m o v e  a c ro ss  th e  w h o le  

s p e c tru m  o f  th e ir  life . W h e n  th e re  is s o m e th in g  th a t w o n ’t g o  a w a y  p o p s  

u p  th e y  c a n ’t h a n d le  it. T h e y  h a v e  n o  p e rso n a l sk ills  w ith  w h ic h  to  h a n d le  

it. In  m y  p a r t ic u la r  c a se  m y  m a rr ia g e  b ro k e  up . I w as  p ra c tis in g  d e n ia l  an d  

it w a s  all o f  a  su d d e n , h o w  a m  I g o in g  to  h a n d le  th is?  T h is  is s o m e th in g  

n ew . A n d  th e n  w h e n  I sa t b a c k  a n d  lo o k e d  a t w h a t I w a s  d o in g  w a s  w h a t  I 

w a s  p ra c t is in g  in  m y  w o rk in g  life . A n d  th a t’s w h e re  a m b u la n c e  o f f ic e rs  

fa il to  h a n d le  p e rs o n a l a n d  w o rk -re la te d  p ra c tic e s  b e c a u se  th e y  h a v e  n o  

m e c h a n is m s  to  h a n d le  a n y th in g . A n d  th e  s e rv ice  is try in g  to  a d d re ss  th is  

w ith  p e e r  s u p p o r t g ro u p s  a n d  a ll th e  re s t o f  it. B u t th a t a ffe c ts  th e  w a y  th e y  

in te ra c t w ith  p a tie n ts  b e c a u se  th e re  is th is  p ie ce  o f  m ea t a ttitu d e . T h e
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p a t ie n t ’s o n ly  a  p ie c e  o f  m eat. I h a v e  th e m  o n ly  fo r  te n  to  tw e n ty  m in u te s .

J u s t  as lo n g  as I c o v e r  m y  b u tt a n d  n o  o n e  is g o in g  to  w rite  a  re p o r t  o n  m e .

(“ L e n ” , A O  M e tro  N o . 19)

H o w e v e r , n o t  a ll o ff ic e rs  h a v e  d if f ic u l ty  in  d is t in g u is h in g  b e tw e e n  th e  e m o tio n a l

d is so c ia tio n  n e e d e d  fo r  u n p le a s a n t  an d  e m o tio n a lly  d e m a n d in g  c a se s  a n d  th e  k in d  o f

e m o tio n a lity  th e y  p ra c tic e  in  th e ir  p r iv a te  liv es . O n e  o ff ic e r  o f  o v e r  th ir ty  y e a rs

e x p e r ie n c e  c o m m e n te d  th a t  h e  le a rn t h o w  to  d isa s s o c ia te  ea r ly  o n  in  h is  c a re e r  f ro m

o ld e r  o ff ic e rs , b u t th is  d id  n o t  le a d  h im  to  d e n y  h is  fe a r  o f  a tte n d in g  fa ta litie s :

T h e  f irs t d a y  I s ta r te d  I w e n t to  m y  firs t jo b  w h e re  th e re  w e re  th re e  d e ad  

p e o p le . T h a t to o k  m e  a lo n g  tim e  to  g e t o v er. I s ta r te d  at e ig h t o ’c lo c k  in  th e  

m o rn in g  a n d  th a t jo b  w a s  at e ig h t th ir ty -f iv e . I t w a s  th e  firs t t im e  o u t b y  

m y s e l f  in c h a rg e  o f  a  v e h ic le . T h a t u p se t m e  fo r q u ite  so m e  tim e . W h e n  I 

g o t b a c k , s o m e b o d y  sa id  to m e , d id  y o u  g e t y o u r  f irs t lo t o f  d e a d ie s ?  I sa id , 

oh , y eah . T h e n  w e  sa t d o w n  a n d  ta lk e d  a b o u t it. A  lo t o f  th o se  b lo k e s  n o w  

a re  d e ad . I th in k  I ’v e  b e e n  lu c k y ... W h e n  I c a m e  b a c k  fro m  th is  a c c id e n t 

s o m e o n e  sa id , i f  y o u  c a n  g e t it o u t o f  y o u r  m in d  an d  th in k  o f  th e m  as  a  

c a rc a ss  o f  m e a t ly in g  th e re  w ith  n o  life , th e  sam e  as  a  k a n g a ro o  o r  a  b u llo c k  

ly in g  o n  th e  ro ad . D o n ’t try  to th in k  o f  th e m  as h u m a n  b e in g s . It w a s  h a rd  

b u t it w o rk e d .

(“F re d ” , O IC  R e m o te  N o .3)

H o w e v e r , th is  sa m e  o ff ic e r  h as  d e v e lo p e d  a  v e ry  s tro n g  a n d  in tim a te  s u p p o r t 

n e tw o rk  w h ic h  h e  d ra w s  u p o n  fo r e m o tio n a l c o m fo rt:

T h e re ’s a n o th e r  O ff ic e r  In  C h a rg e  in  th is  re g io n  a n d  h e  r in g s  m e  u p  w h e n  he  

g e ts  w h a t h e  c a lls  s tre s se d  out. H e  r in g s  m e  up a n d  say s , o h , I ’v e  j u s t  c o m e  

b a c k  fro m  a  g ir l w h o  w a s  ru n  o v e r  b y  a  s e m i- tra ile r  a n d  w a s  k ille d  a n d  I fe e l 

m ise ra b le . A n d  I  s it  d o w n  a n d  w e  ta lk . W e  ta lk  a b o u t f ish in g , g o lf, 

a n y th in g . W e  ta lk  a b o u t w h a t h e  fe lt lik e  w ith  th e  case . A g a in , h e  k n o w s  

m e. H e  k n o w s  m y  fa m ily .

( “F re d ” , O IC  R e m o te  N o .3 )

A m b u la n c e  w o rk  in v o lv e s  e m o tio n a l la b o u r o f  th e  m o s t s o p h is tic a te d  k in d , 

in c o rp o ra tin g  all a sp e c ts  o f  su p p re ss io n  a n d  e x h o rta tio n  o f  e m o tio n  in th e  w o rk p la c e . 

S p e c if ic  to a m b u la n c e  w o rk  is the n e e d  to e n g a g e  in a h ig h  lev e l o f  e m o tio n a l



f le x ib ili ty . O ff ic e rs  in te rv ie w e d  fo r  th is  s tu d y  re fe r  to  th is  as ‘s w i tc h in g ’ o r  ‘c h a n g in g  

p e r s o n a l i ty ’. T h is  s w itc h in g  in v o lv e s  a ll th e  s k il ls  re q u ire d  to p e rfo rm  e m o tio n a l  la b o u r , 

b u t  a lso  d e m a n d s  th e  a b ili ty  to  su s ta in  a  p ro lo n g e d  o u tw a rd  d e m e a n o u r  o r  s u rfa c e  

ac tin g , w h ic h  in c lu d e s  th e  s u p p re ss io n  o f  p o s s ib le  le a k a g e  o f  ‘tru e  fe e l in g s ’ . I t  a lso  

d e m a n d s  th a t o f f ic e rs  s u sp e n d  c e r ta in  e m o tio n s  fo r  th e  d u ra tio n  o f  th e  c a se , a n d  

s o m e tim e s  fo r  th e  d u ra tio n  o f  th e  sh if t. E m o tio n s  su ch  as a n g e r , fe a r  a n d  e v e n  

h a p p in e s s  a re  p u t  in  a b e y a n c e , a n d  th e n  ( id e a lly )  ‘p ro c e s s e d ’ at an  a p p ro p r ia te  t im e  a n d  

p la c e  a f te r  th e  e v en t.

In  e s s e n c e , a m b u la n c e  o ff ic e rs  are  e x p e c te d  to p ra c tise  a ffe c tiv e  n e u tra l i ty  

(P a rso n s , 1 9 5 1 ) th ro u g h  th e  d e v e lo p m e n t o f  an  e m o tio n a lly  n e u tra l  ‘p ro f e s s io n a l ’ 

d e m e a n o u r. In  te rm s  o f  c lie n t s e rv ice , o f f ic e r s ’ p h y s ica l w o rk p la c e  is e ith e r  p u b lic  

sp a c e (  i.e . th e  s tre e t)  o r  v e ry  p r iv a te  sp ac e  (i.e . th e  b e d ro o m ).

T h e re fo re , o ff ic e rs  n e e d  to b e  e x p ert in  re a d in g  e m o tio n a l ‘s ig n s ’ th a t e m a n a te  

f ro m  b o th  p a tie n ts  an d  p e o p le  in  th e ir  v ic in ity . It co u ld  be  sa id  th a t a m b u la n c e  o ff ic e rs , 

a lo n g  w ith  m a n y  o th e r  in te ra c t iv e  se rv ice  w o rk e rs , a re  e n g a g e d  in  th e  p ro c e s s  o f  

e m o tio n a l d e c o d in g . T h u s , a w a re n e ss  o f  th e  s ig n if ic a tio n  o f  e m o tio n s  is c ru c ia l  to  ta sk  

a n d  ro le  p e rfo rm a n c e .

A S P E C T S  O F  E M O T IO N A L  L A B O U R  S P E C IF IC  T O  A M B U L A N C E  W O R K

T h e re  a re  fo u r  m a in  a sp e c ts  o f  e m o tio n a l la b o u r  as p e rfo rm e d  b y  an  a m b u la n c e  

o ff ic e r  th a t n e e d  to  b e  h ig h lig h te d : th e  m a n a g e m e n t o f  a n x ie ty ; th e  m a n a g e m e n t o f  

p e o p le  o u t o f  c o n te x t;  b e in g  in  a  c o n s ta n t s ta te  o f  a n tic ip a tio n ; a n d  care .
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A n x i e t y  m a n a g e m e n t

T h e  m a jo r i ty  o f  th e  o f f ic e rs  w h o  to o k  p a r t  in  th is  s tu d y  re p o r te d  th a t  m a n a g in g  

th e  a n x ie ty  e x p e r ie n c e d  b y  b o th  th e m s e lv e s  a n d  th e ir  p a tie n ts  is  a n  e s s e n tia l  p a r t  o f  

a m b u la n c e  w o rk . P re v io u s  s o c io lo g ic a l  s tu d ie s  o n  a m b u la n c e  o ff ic e rs  a lso  c o n f irm  th is  

(P a lm e r, 1983 , 1 9 8 9 , M e tz  1981 , M a n n o n , 199 1). P o o r  a n x ie ty  m a n a g e m e n t  is 

c o n s id e re d  o n e  o f  th e  m a jo r  c o n tr ib u to rs  to  o c c u p a tio n a l s tre s s  a n d  p o o r  ta sk  

p e rfo rm a n c e  in  e m e rg e n c y  s e rv ic e  w o rk  (M itc h e ll, 1990 ; D e m o c o e u r , 19 9 0 ; G r is b y  a n d  

M c K e w , 198 8).

A n x ie ty  m a n a g e m e n t is a  d e lic a te  tra n sa c tio n  in  th a t to o  m u c h  re a s s u ra n c e  g iv e n  

to  th e  p a tie n t c a n  b e  j u s t  as d a m a g in g  as to o  little . M a n y  o ff ic e rs  re p o r te d  in c id e n ts  th a t 

o c c u rre d  e a r ly  in  th e ir  c a re e rs  w h e re  th e y  g a v e  w h a t th e y  p e rc e iv e d  as ‘fa lse  h o p e ’ to 

th e  p a tie n t o r  re la tiv e s , an d  th e  p a tie n t e i th e r  d ie d , o r  su s ta in e d  se v e re  in ju r ie s  th a t w e re  

n o t im m e d ia te ly  a p p a re n t  to  th e  o ff ic e r  in  a tte n d an c e .

O ffic e rs  a re  o n ly  to o  a w a re  o f  th e ir  lim ited  c a p a c ity  to m a k e  a c c u ra te  m e d ic a l 

a s se ssm e n ts  o f  p a t ie n ts ’ c o n d itio n s , a n d  o f te n  fee l p re s se d  b y  re la tiv e s  to  g iv e  a  

d e f in it iv e  a n sw e r  to  th e ir  in q u ir ie s  a b o u t th e  p a t ie n t’s p ro g n o s is . In e x p e r ie n c e d  o ff ic e rs , 

o r  o n e s  e a g e r  to  d is p la y  th e ir  n e w ly  a c q u ire d  m e d ic a l k n o w le d g e  w ill  s o m e tim e s  g iv e  

re la tiv e s  in fo rm a tio n  a b o u t th e  p a t ie n t’s c o n d itio n  w h ic h  la te r  tu rn s  o u t to  b e  

in s u ff ic ie n t o r  in a c c u ra te . T h is  se ts  th e  re la tiv e s  up  fo r  w h a t o ff ic e rs  th e m s e lv e s  c a ll an  

e m o tio n a l ro lle r  c o a s te r  r id e , in  th a t re la tiv e s  h a v e  h a d  th e ir  a n x ie ty  c o n tro l le d  in  th e  

sh o rt te rm  b y  th e  re a s s u ra n c e s  g iv e n , o n ly  to  fin d  la te r  a t th e  h o s p ita l  th a t th e  p a t ie n ts ’ 

c o n d itio n  h a s  d e te r io ra te d . In  so m e  c a se s , th e  p a tie n t fa lls  in  a n d  o u t o f  th e  d a n g e r  

z o n e , a n d  re la tiv e s  w h o  a re  k e p t in fo rm e d  o f  th e p a t ie n t’s p ro g re s s  f in d  th e m s e lv e s
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s w in g in g  w ild ly  b e tw e e n  e la t io n  a n d  d e sp a ir . A  s e n io r  o f f ic e r  o f  tw e n ty - f iv e  y e a rs

d e sc r ib e s  th is  e m o tio n a l ro l le r  c o a s te r  in  th e  fo llo w in g  p a ssa g e :

...W h e n  w e  w e re  s a y in g  b e fo re  a b o u t th e  ‘A m  I g o in g  to  d ie ? ’ s tu f f  o r  ‘Is 

h e  g o in g  to  d ie ? ’ s t u f f ,  th e n  w e  sa y  - w e ll, th is  is w h a t’s w ro n g , th is  is  th e  

b o tto m  lin e , th is  is  w h a t ’s g o in g  to  h a p p e n  w h e n  w e  g e t to  h o sp ita l. B e  up  

fro n t a b o u t it  a n d  t h e y ’ll fee l a  w h o le  lo t b e tte r  a b o u t it. I m e a n  i f  th e  

p e rs o n  is g o in g  to  d ie , th e r e ’s n o t a  h e c k  o f  lo t y o u  c an  do  a b o u t it. T h e  

p ro b le m  is  in  s a y in g  i f  th e y  a re  g o in g  to su rv iv e . J u s t say  so m e o n e  h a s  a  

h e a r t a tta c k  a t h o m e , th e y  h a v e  a  c a rd ia c  a rre s t a n d  w e  d o  C P R . T h e y  

k n o w  th a t it is  h a p p e n in g , th e y  re a lise  w h a t’s g o in g  on . S o m e o n e  te lls  

th e m  th a t th e y ’ll b e  a ll r ig h t  (a n d  th e n )  th e y  go  b a c k  up  h e re . T h e y  g e t to  

th e  h o s p ita l  a n d  th e  d o c to r  say s , o h , n o , n o , n o , h e ’s h a d  a  fa ta l h e a r t  

a tta ck . I m e a n , th e y ’v e  b e e n  to  h e re , th e y ’re  b a c k  up  th e re , th e y ’re  d o w n  

to  th e re . A n d  th e y ’re  r e a lly  c o n fu sed .

(“ E d d ie ” , S A O , P ro v in c ia l  N o . 17)

E v e n  w h e n  o ff ic e rs  c le a r ly  h a v e  th e  ‘p e rm is s io n  to  to u c h ’, w h ic h  in  i t s e l f  is  a  

fo rm  o f  a n x ie ty  m a n a g e m e n t, o th e r  te c h n iq u e s  a re  n e e d e d  e v en  in  th e  m o s t  s im p le  

p ro c e d u re s . P a tie n ts  w h o  a re  e m b a rra sse d  a b o u t re m o v a l o f  c lo th in g  a n d  e x p o s in g  p a r t  

o f  th e  b o d y  a re  lik e ly  to  p re s e n t  c h a lle n g e s  to o ff ice rs , p a r tic u la r ly  i f  th e  f ro n ts ta g e  a re a  

is th e s tre e t o r  o th e r  p u b lic  sp ac e . A t o n e  m o to r  v e h ic le  a c c id e n t (M V A ), th e  o f f ic e rs  

w e re  o b s e rv e d  m a k in g  a  d e lib e ra te  e ffo rt to e x a m in e  th e  y o u n g  fe m a le  p a tie n t  in s id e  th e  

a m b u la n c e  b e c a u s e  o f  th e  n u m b e r  o f  in e b ria te d  re la tiv e s  a n d  b y s ta n d e rs  w h o  w e re  

c ro w d in g  th e  o ff ic e r  a n d  d e c re a s in g  th e  a m o u n t o f  p r iv a c y  a v a ila b le  to th e  p a tie n t .  T h e  

o ff ic e r  e x p la in e d  th a t in  s i tu a tio n s  w h e re  th e  p u b lic  re fu se  to  le t p a t ie n ts  h a v e  p r iv a c y , it 

w a s  a lw a y s  n e c e s s a ry  fo r  th e  o f f ic e r  to  b e  m in d fu l o f  th e  n e ed  to  s ig n if ic a n tly  r e d u c e  th e  

p a t ie n t ’s le v e ls  o f  e m b a r ra s s m e n t a n d  h u m ilia tio n . H e  b e lie v e d  th a t  i f  th e se  e m o tio n s  

w e re  le ft u n c h e c k e d , th is  c o u ld  le ad  to  g re a te r  le v e ls  o f  p a tie n t a n x ie ty  a n d  n o n -  

c o m p lia n c e .

O ff ic e rs  re p o r te d  p ra c t is in g  a  n u m b e r  o f  a n x ie ty  m a n a g e m e n t te c h n iq u e s  w h e n  

a n tic ip a tin g  a  m a jo r  case . E n  ro u te  to c o d e  o n e  c ase s , o ff ice rs  ‘p re p a re ’ th e m s e lv e s  fro m



th e  m o m e n t th e  c a se  h a s  b e e n  a ss ig n e d . O n e  o ff ic e r  w h o  h a d  re c e n tly  a tte n d e d  a  n e a r  

d ro w n in g  sa id  th a t  sh e  p re p a re d  h e r s e l f  e m o tio n a lly  b y  re p e a te d ly  ru n n in g  th ro u g h  th e  

p ro c e d u re  in  h e r  h e a d  a n d  v is u a lis in g  a  su c c e ss fu l p e rfo rm a n c e . S h e  sa id  th a t  sh e  

a lw a y s  d id  th is  w h e n  sh e  k n e w  sh e  w a s  g o in g  to  b e  re s u sc ita tin g  a  ch ild .

H o w e v e r , o ff ic e rs  a lso  sp o k e  o f  ‘sw itc h in g  o f f  an d  ‘p u ttin g  o n  a  v e n e e r ’ as 

w a y s  o f  m a n a g in g  th e  b o d ily  d isp la y s  o f  an x ie ty . O n e  o ff ic e r  c o m m e n te d  th a t  it  w a s  

n e c e s sa ry  to b e c o m e  e m o tio n a lly  h a rd e n e d  in  o rd e r  to  c o p e  w ith  th e  sh e e r  v a r ie ty  a n d  

in te n s ity  o f  c a se s  th a t an  o f f ic e r  e n c o u n te re d  d u rin g  h is  o r  h e r  ca ree r. H e  s ta te d  th a t  th is  

w a s  b e c a u se  a m b u la n c e  o ff ic e rs  w e re  in  th e  u n u su a l p o s itio n  o f  d e a lin g  w ith  s o c ie ta l  

ta b o o s  o n  an  a lm o s t d a ily  b a s is , o n e  n e e d e d  to  le a rn  to  q u e ll a n x ie ty  a n d  o th e r  n e g a tiv e  

e m o tio n a l re a c tio n s  ju s t  to c o p e  w ith  th e  d e m a n d s  o f  th e jo b . H e  a lso  a d d e d  th a t  th e  

m o s t n e g a tiv e  o u tc o m e  o f  th is  w a s  th a t a m b u la n c e  o ff ice rs , lik e  o th e r  e m e rg e n c y  

s e rv ic e  w o rk e rs , h a d  d if f ic u l ty  in  b e in g  tre a te d  by  c iv ilia n s  as e m o tio n a lly  ‘d i f f e r e n t ’ .

In  c a se s  w h e re  a  p a t ie n t  h as  d ie d , o ff ic e rs  a re  f re q u e n tly  c a lle d  u p o n  to  m a n a g e  

th e  g r ie f  o f  re la tiv e s  a n d  s o m e tim e s  b y s ta n d e rs . M a n a g in g  o th e r s ’ g r ie f  o n  sc e n e  

re q u ire s  th a t o f f ic e r  b e  m in d fu l  o f  th e  e m o tio n a l n eed s  o f  th e  g rie v in g , w h ic h  s o m e tim e s  

in v o lv e s  ‘h id in g ’ so m e  o f  th e  m o re  d is tre s s in g  e le m e n ts  o f  th e  s itu a tio n . F o r  e x a m p le , 

in  so m e  ru ra l a n d  re m o te  a re a s  o ff ic e rs  a lso  se rv e  as u n d e rta k e rs . T h e  fo llo w in g  q u o te  

i l lu s tra te s  h o w  th e  o ff ic e r  m a n a g e s  th e  s itu a tio n  so th a t re la tiv e s  a re  sp a re d  th e  s y m b o lic  

b le a k n e s s  o f  th e  ‘fin a l s o u n d ’ :

W e  a lso  a c t as  th e  u n d e r ta k e r .. .(a n d )  th e re fo re  h a v e  a  lo t o f  c o n ta c t w ith  

g r ie v in g  p e o p le . W h e n  I ’m  p u ttin g  th e  b o d y  in th e  b a g  I a lw a y s  try  to  g e t 

th e m  to  g o  o u ts id e  b e c a u s e  i f  y o u ’ve  g o t th e  re la tiv e s  h e a r in g  th e  z ip  do  

up , th a t ’s th e  fin a l s o u n d . I try  to  g e t th em  to go  fo r  a  w a lk . W e ta k e  th e  

b o d y  a w a y  a n d  th e n  I c o m e  b a c k  an d  h a v e  a ta lk  a g a in  as a  fr ien d . In  to w n  

y o u  c o u ld  n e v e r  do  th a t. A n d  i t ’s h a rd . In e ig h ty  p e rc e n t o f  th e  c a se s , i t ’s
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p e o p le  th a t  y o u  k n o w . T h e y ’re  p e o p le  th a t y o u ’re fr ien d s  w ith  o r  th e y ’re  

fr ie n d s  o f  y o u r  s ta ff.

(“ F re d ” , O IC  R e m o te  N o .2 )

R u ra l o ff ic e rs  a lso  sp o k e  a b o u t h o w  th e y  a re  re q u ire d  to  ta k e  o n  m u lt ip le  ro le s  in

th a t  th e y  a re  o f te n  th e  o n ly  im m e d ia te  s u p p o r t fo r  th e  g r ie v in g  re la tiv e . T h e  fo l lo w in g

q u o te  i l lu s tra te s  th a t  in  m a n y  c ase s , th e  o ff ic e r  n e e d s  to  b e  ab le  to  p e rfo rm  s o c ia l  w o rk

a n d  lin k  th e  g r ie v e rs  in to  th e  c o m m u n ity  su p p o rt sy s te m s  th a t a re  a v a ilab le :

Y o u  h a v e  to sh o w  a b it o f  e m p a th y  I su p p o se  an d  th a t’s h a rd  fo r  a  lo t  o f  

p e o p le  b e c a u s e  i f  an  o ff ic e r  h a s n ’t  h a d  s o m e b o d y  d ie  in  th e ir  fa m ily  o r  

h a s n ’t h a d  a n y th in g  to  d o  w ith  d e a th  b e fo re , y o u  d o n ’t re a lly  k n o w  w h a t  

th o se  p e o p le  a re  g o in g  th ro u g h . T h e re ’s a lw a y s  th e  o ld  sa y in g , I k n o w  

e x a c tly  w h a t y o u ’re  g o in g  th ro u g h , b u t a  lo t o f  p e o p le  d o n ’t. B u t i f  y o u  c a n  

e m p a th ise  w ith  th o se  p e o p le . I su p p o se  I c an  do  th a t. I ’v e  se e n  q u ite  a  b it  

o f  d e a th  in  m y  fa m ily . A n d  y o u  u n d e rs ta n d  a  little  o f  w h a t th e y ’re  g o in g  

th ro u g h . I f  i t ’s a  re la tiv e  an d  th e y ’re  o n  th e ir  o w n , th e  w ife  h a s  d ie d  a n d  

th e  e ld e r ly  h u s b a n d  is th e re  o n  h is  o w n , w e  try  to fin d  o u t i f  th e  o th e r  

m e m b e rs  o f  th e  fa m ily  a re  c lo se  b y  an d  m a y b e  g iv e  th e m  a ca ll to  c o m e  

o v e r  to  th e  h o u se . I d o n ’t lik e  to see  a  p e rso n  le ft o n  th e ir  o w n  e sp e c ia l ly  

w h e n  th e re ’s g r ie f  in v o lv e d . W e  c an  re m o v e  th e  d e c e a se d  p e rso n  fro m  th e  

h o u se , b u t  th e n  y o u ’re  le a v in g  s o m e b o d y  e lse  th e re  a n d  th e y ’re  p ro n e  I 

s u p p o se  to  a n y th in g . W e ll, th e y  c o u ld  e n d  up  ta k in g  a  h e a r t  a tta c k  

th e m s e lv e s  i f  th e y ’re  e ld e r ly  y o u  k n o w ...y o u  p u ll so m e b o d y  e lse  in  fo r  

th e m  as w e ll, a n d  i f  th e y  h a v e n ’t  g o t so m e b o d y  a v a ila b le  m a y b e  th e  R e d  

C ro ss  o r  S a lv a tio n  A rm y . M a y b e  th e  m in is try , d e p e n d in g  o n  w h a t r e l ig io n  

th e y  a re . T h e re ’s s o m e b o d y  e lse  to  co m e  in  to h e lp  th e m  i f  th e re  is  n o b o d y  

e lse  th e re  a lre ad y .

(“ P h il” , A O  R u ra l N o .8 )

T h u s , ru ra l o ff ic e rs  a re  e x p e c te d  to  b e  to  in tr ic a te ly  e n tw in e d  in  th e  c o m m u n ity , 

p ro v id in g  m o re  th a n  ju s t  p re -h o s p ita l  e m e rg e n c y  care . A p p e n d ix  10 is an  a p t i l lu s tr a t io n  

o f  h o w  ru ra l o ff ic e rs  a re  c a lle d  u p o n  to  p ro v id e  care  w e ll b e y o n d  th e  b o u n d a r ie s  o f  th e ir  

d u tie s  as an  a m b u la n c e  o ff ice r .

H o w e v e r , w h ile  th e  e m o tio n a l d e m an d s  p la c e d  u p o n  th e  ru ra l o f f ic e r  a re  

so m e tim e s  o v e rw h e lm in g , in  te rm s  o f  an x ie ty  m a n a g e m e n t, th e  u rb a n  o f f ic e r  is  in  a  

d if fe re n t s itu a tio n . In  ru ra l a re a s , a  m a jo r  case  m ay  o c c u r  in fre q u e n tly , a n d  th a t  e v e n t
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m a y  re q u ire  th e  o f f ic e r  to  b e  w ith  th e  p a tie n t a n d  re la tiv e s  fo r  h o u rs  b e fo re  m e d ic a l 

t re a tm e n t a rr iv e s . In  th e  u rb a n  s itu a tio n  h o w e v e r , th e  o ff ice rs  o f te n  c o m p la in e d  a b o u t 

h o w  th e  la c k  o f  tim e  to  a tte n d  to  all th e  p e o p le  w h o  re q u ire  a t te n tio n  o n  sc e n e  is  c a u se  

fo r  an x ie ty .

D u r in g  o b s e rv a tio n s  a t an  u rb a n  s ta tio n , o n e  o ff ice r  d e sc r ib e d  h o w  h e r  p a r tn e r

h a d  a tte n d e d  a  c a s e  w h e re  th e  ‘p a t ie n t’ h a d  c o m m itte d  su ic id e  in  a  v io le n t  m a n n e r . T h e

d e a d  p e r s o n ’s n e ig h b o u r  h a d  fo u n d  th e  b o d y  an d  w as  e x tre m e ly  d is tra u g h t. W h e n  th e

o ff ic e r  re q u e s te d  e x tra  t im e  to  a s s is t  th e  n e ig h b o u r , th is  re q u e s t w as  d e n ie d , a n d  h e  w as

to ld  to  p ro c e e d  w ith  ‘m o v in g ’ c lin ic  c a se s  th a t w e re  p e n d in g . A  s im ila r  s c e n a r io  is

d e sc r ib e d  b e lo w  w h e re  a n  O IC  w a s  ‘u n a b le ’ to a tte n d  to th e  e m o tio n a l n e e d s  o f  a  y o u n g

p a s s e n g e r  in  a  c a r  th a t h a d  s tru c k  an d  k ille d  a  p ed es trian :

...I  n o tic e d  th a t th e  w in d s c re e n  o f  th e  v e h ic le  had  a  h o le  th ro u g h  it a b o u t th e  

s ize  o f  a  b a s k e tb a ll ,  w h ils t  n o t u n u su a l, it is no t re a lly  c o m m o n  e ith e r . It 

g e n e ra lly  in d ic a te s  a  b ig  im p a c t w h e n  th e y  can  a c tu a lly  p u n c h  a  h o le  

th ro u g h  th e  w in d o w . A n d  I w e n t up  th e re  a n d  the d r iv e r  w a s  m id - th ir t ie s , 

v e ry  s h a k e n  u p , p a le  faced , sh a k in g  b u t g en e ra lly  o k ay . H o w e v e r  th e  o th e r  

p e rs o n  w a s  th e  f ro n t se a t p a s s e n g e r  o f  th e  v eh ic le  an d  I fo u n d  o u t h e  w a s  

a b o u t tw e n ty  o n e  y e a rs  o f  ag e ...th is  k id  fro m  th e  tip  o f  h is  h a ir  to  h is  a n k le s  

w a s  c o v e re d  in  b ra in  m a tte r , v o m it, b lo o d  and  e v e ry th in g  th a t h a d  s q u ir te d  

o u t o f  th is  fe llo w  th e y  h a d  h it. W h en  th e  g u y ’s h e a d  im p a c te d  o n  th e  

w in d s c re e n  it j u s t  w e n t k a b o o m ! A n d  th is  k id  w as a lm o s t c a ta to n ic , h e  w a s  

s ta n d in g  th e re  in  sh o ck . B u t b e c a u se  I h ad  to  g e t b a c k  to  th e  o f f ic e  a n d  

c o n tin u e  m y  p a p e r  w o rk  I h a d  to  leav e  th is  fe llo w . I h a d  e n o u g h  tim e  to 

a s se ss  th a t  th e  k id  w a s  n o t  in ju re d  h im se lf , to get so m e  to w e ll in g  a n d  c le a n  

th e  m u c k  a w a y  f ro m  h is  face , g e t h im  to  ta k e  h is tra c k su it o ff , a n d  th e n  I 

p a s s e d  h im  in to  th e  h a n d s  o f  a  few  b y s ta n d e rs  and  sa id  to  th e m , lo o k , go  a n d  

g e t h im  to  a  ta p  a n d  a llo w  h im  to w a sh  h im s e lf  off. A n d  th e n  I h a d  to  d e p a r t  

th e  sc e n e . T h e n  I w e n t b a c k  to  th e  s ta tio n , a n d  w h a t th e  a m b u la n c e  e x p e c ts  

o f  m e  is  to  im m e d ia te ly  b e  ab le  to  go  o u t o f  th a t m o d e  a n d  in to  d o in g  m y  

p a p e r  w o rk . T h e  sa m e  as  th e y  a u to m a tic a lly  e x p ec t m e  to go  o u t o f  m y  

p a p e r  w o rk  m o d e s , a d m in is tra tiv e  m o d e  in to  ro ad  tra u m a  w o rk . N o w  I ’m  

th e  O IC  th a t ’s s u p p o s e d  to  d e b r ie f  p e o p le  w h e n  th e y  h a v e  a  tra u m a tic  

in c id e n t lik e  th is  a n d  I d e b rie fe d  m y s e lf  th a t n ig h t w ith  a b o u t h a l f  a  b o tt le  

o f  ru m  a n d  I c o n tin u e d  to  be  p re tty  sh ak e n  up  by  th a t for th re e  a n d  fo u r  d a y s  

a g a in . B e c a u se  I h a d  to leav e  th e  k id . I h ad  to leave  h im  b e c a u s e  (a c c o rd in g  

to  m a n a g e m e n t)  th e  p a p e r  w o rk  w as m o re  im p o rtan t.

(“ O n s lo w ” , A O  M etro  N o. 16)
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T h u s , w o rk lo a d s  o f te n  d e te rm in e  to  w h a t e x te n t th e  o ff ic e r  c an  m a n a g e  o n  sc e n e

a n x ie ty  a n d  g rie f . W h e n  o ff ic e rs  a re  th w a rte d  in  th e ir  a tte m p ts  to  e n g a g e  in  e m o tio n

w o rk  w ith  p e rs o n s  o n  sc e n e , th is  h a s  th e  te n d e n c y  to  c re a te  ill fe e lin g  to w a rd s  th e

o rg a n is a t io n  a n d  s tre ss  w ith in  th e m se lv e s . M a n y  o ff ic e rs  b e lie v e  th a t th e re  is  a  s tro n g

c o r re la t io n  b e tw e e n  m a n a g in g  th e  a n x ie ty  le v e ls  o f  c r i t ic a l ly  in ju re d  p a tie n ts  a n d  th e

e v e n tu a l  c lin ic a l o u tc o m e s  fo r  th a t p a tie n t. W h ile  th e re  is  n o  d e f in it iv e  e v id e n c e  to

s u g g e s t  th a t th is  l in k  is v a lid , o ff ic e rs  p ra c tic e  a n x ie ty  m a n a g e m e n t te c h n iq u e s  o u ts id e

th e  fo rm a l p ro to c o ls  o f  th e  Q A S  in  o rd e r  to  ‘m a n a g e ’ th e  p a tie n t e f fe c tiv e ly  o n  scen e .

T h e y  a sse r t  th a t th e  su c c e s s fu l p e rfo rm a n c e  o f  a n x ie ty  m a n a g e m e n t te c h n iq u e s  is

c lo se ly  l in k e d  to  th e  su c c e s s fu l p e rfo rm a n c e  o f  te c h n ic a l p ro to c o ls . In  o th e r  w o rd s , it is

h o w  p a tie n t c a re  is c o n d u c te d  ra th e r  th a n  w h a t  is d o n e  th a t  is th e  k e y  is su e , a n d  th a t

‘h o w ’ in v o lv e s  a n x ie ty  m a n a g e m e n t. A s th e  fo llo w in g  o ff ic e r  e x p la in s , a  c o m m o n ly

u s e d  a n d  e ffe c t iv e  a n x ie ty  m a n a g e m e n t te c h n iq u e  is to e n c o u ra g e  th e  p a tie n t to  h a v e

fa ith  in  m o d e m  m e d ic a l p ro c e d u re s :

... y o u  go  to  th e m  a n d  y o u  c an  see  th a t th e y ’re  h a v in g  a  h e a r t  a tta ck . 

T h e y ’re  g re y  a n d  th e y ’re  sw ea ty . Y o u ’re  n o t g o in g  to  s it  d o w n  a n d  ta lk  to 

th e m  s tra ig h t  a w ay . Y o u ’re  g o in g  to  p u t th e  o x y g e n  o n  th e m  a n d  y o u ’re  

g o in g  to  do  all y o u r  s k ille d  w o rk  b u t w h ile  y o u ’re  d o in g  it, y o u ’re  s till 

g o in g  to  b e  ta lk in g  to th e m  an d  te ll in g  th e m . L o o k , I ’m  g o in g  to  p u t  th is  

m a sk  o v e r  y o u r  face . T ry  n o t to p u ll it o f f  b e c a u s e  i t ’s o x y g e n  a n d  i t ’s 

g o in g  to  g o  d o w n  in to  y o u r  sy s te m  a n d  s to p  th e  p a in  in  y o u r  h e a r t. W e  

h o p e . I a lw a y s  s a y  w e  h o p e  b e c a u se  I n e v e r  te ll th e m  i t ’s g o in g  to . I f  I te ll  

th e m  i t ’s g o in g  to  a n d  it d o e s n ’t, th en  y o u ’v e  lie d  to  th e m . E v e n  w h e n  I ’m  

ta k in g  th e ir  b lo o d  p re s su re  I te ll th e m  w h y  I ’m  ta k in g  it. A n d  th e n  th e y ’re  

q u ite  h a p p y . I f  y o u  say , I ’m  g o in g  to ta k e  y o u r  b lo o d  p re s su re , n in e ty  

p e rc e n t o f  p e o p le  w ill  a sk  w h y . O n  th e  E C G  y o u  c a n  te ll w h a t th e  h e a r t ’s 

d o in g  an d  y o u  c a n  sa y  to  th e m , lo o k , th a t ’s s ta r te d  to  go  d o w n  n o w . Y o u r  

h e a r t ’s s ta r tin g  to  s lo w  d o w n , i t ’s s ta r tin g  to  g e t r e g u la r  th e re fo re  y o u r  

p a in  sh o u ld  b e  s ta r tin g  to  go . A n d  th e y ’ll e ith e r  te ll y o u  th a t it is. N in e ty  

p e rc e n t o f  it  is a u to -s u g g e s tio n  b e c a u se  i t ’s a  re lie f . A n d  I a lw a y s  m a k e  

su re . I say , y o u ’re  n o t te ll in g  m e  it is b e c a u se  I ’m  sa y in g  it is?  I f  th e y ’re 

n o t s ic k  y o u  can  te ll  th e m  th a t an d  it m a k e s  th e m  feel b e tte r . B u t i f  th e y  

a re  se r io u s  y o u  c a n ’t a ffo rd  tha t. A g a in , it c o m e s  b a c k  to tre a tin g  y o u r  

p a tie n t w ith  re sp e c t as a  p e rso n . A s I w a s  to ld  y e a rs  ag o , th e  a m b u la n c e
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o f f ic e r ’s jo b  is e ig h ty  p e rc e n t c a r in g  a n d  tw e n ty  p e rc e n t  d o in g . I f  y o u ’ve 

g o t s o m e o n e  w ith  a  b ro k e n  leg , so m e  o f  th e m  tre a t  th e  le g  a n d  n o t  th e  

p a tie n t. A n d  a ll o f  a  su d d e n  th e y ’v e  g o t a  b e a u ti fu l ly  b o u n d  u p  b ro k e n  leg , 

b u t th e  p a t ie n t  d ie d  o n  th e m  fiv e  m in u te s  a g o  fro m  a  h e a r t a tta c k  o r  f ro m  a 

h e a d  in ju ry  o r  s o m e th in g  else .

(“ F r e d ” , O IC  R e m o te  N o .2)

T h e  c le a r  d is t in c tio n  th is  o f f ic e r  m a k e s  b e tw e e n  ‘c a r in g ’ a n d  ‘d o in g ’ is  o n e  th a t 

w il l  b e  e x p la in e d  fu r th e r  in  th e  se c tio n  o n  care.

M a n a g i n g  p e o p l e  o u t  o f  c o n t e x t

A m b u la n c e  o ff ic e rs  m a in ly  d ea l w ith  p e o p le  w h o  a re  b o th  o u t o f  ro le  a n d  o u t o f  

c o n te x t. In  s i tu a t io n s  th a t are  ab o u n d  w ith  c r is is  a n d  a  s e n se  o f  u rg e n c y , th e re  is a  se n se  

th a t b o th  fe e lin g  a n d  d isp la y  ru le s  th a t g u id e  n o rm a tiv e  in te ra c tio n  n o  lo n g e r  s e e m  to  fit 

th e  s itu a tio n . W h e n  p e o p le  f in d  th e m se lv e s  in th is  s itu a tio n , e m b a rra s s m e n t, s h a m e  an d  

e v e n  a n g e r  o c c u r  w h e n  th e y  fin d  it d if f ic u lt to a d e q u a te ly  ‘r e f r a m e ’ th e m s e lv e s  in to  a 

d if fe re n t so c ia l s i tu a tio n  (G o ffm an , 1974). T ra u m a  a n d  p a in  a lso  m a k e  it d if f ic u l t  fo r  

p e o p le  to  ‘b e ’ th e m s e lv e s , p a r tic u la r ly  i f  th is  is th e  f irs t t im e  th e y  h a v e  fo u n d  

th e m s e lv e s  in  th is  s itu a tio n . T h e re fo re , it is th e  o f f ic e r ’s ta s k  to  re -o r ie n t  p e o p le  w h o  a re  

o u t o f  ro le  a n d  o u t  o f  c o n tex t. In  m a n y  case s , p a tie n ts  d o  n o t w ish  to  b e  t ra n s p o r te d  to 

h o s p ita l , a n d  o f f ic e rs  n e ed  to  b e  ab le  to a lla y  th e ir  fea rs  a b o u t b e c o m in g  a  ‘p a t ie n t ’.

W h ile  it m a y  b e  d iff ic u lt to re d u c e  th e  le v e l o f  a n x ie ty  in  o ld e r  a d u lts  th a t 

e m a n a te s  fro m  fe a r  o f  b e in g  o u t o f  co n tex t, in  th e  c a se  o f  c h ild re n , e m o tio n a l  p ro p s  a re  

u se d  q u ite  su c c e s s fu lly . A  g o o d  e x am p le  o f  th is  is th e  ca reb ea r .  T h e  c a re b e a r  is a  f lu f fy  

to y , u su a lly  a  sm a ll  te d d y  b e a r  d re sse d  in  an  a m b u la n c e  u n ifo rm , w h ic h  is u se d  b y  

o ff ic e rs  to  h e lp  s ic k  o r  in ju red  c h ild re n  m a k e  th e  tra n s i t io n  fro m  th e  fa m ilia r  

s u rro u n d in g s  o f  th e ir  h o m e  to th e  s te rile  e n v iro n m e n t o f  an  a m b u la n c e  v e h ic le . T h is  u se
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o f  p ro p s  su c h  as to y s , m u ra ls , a n d  p ic tu re s  o f  c a r to o n  c h a rac te rs  c o n tin u e s  w h e n  th e  

c h ild  re a c h e s  th e  p e d ia tr ic  h o s p ita l  w h e re  th e  in te r io r  d e c o r  is so m e w h a t d if fe re n t  to  th a t  

o f  an  a d u lt h o sp ita l.

In  th e  a b se n c e  o f  e m o tio n a l p ro p s  fo r  a d u lts , o ff ice rs  h a v e  to  re ly  o n  d e v e lo p in g

th e  k in d  o f  ra p p o r t w ith  p a tie n ts  th a t a s s is ts  in  re d u c in g  th e  s ta tu s  d if fe re n c e  b e tw e e n

o ff ic e r  a n d  p a tie n t. T h is  is a c h ie v e d  th ro u g h  c o n v e rsa tio n a l b a n te r  a b o u t sp o rt, c u r re n t

a ffa irs  o r  p e rs o n a l  h is to ry . I o b s e rv e d  th is  s tra te g y  b e in g  u se d  w h e n  p a tie n ts  h a d

s u s ta in e d  so m e  k in d  o f  u n e x p e c te d  p h y s ic a l in ju ry , a n d  th is  k in d  o f  c o n v e r s a tio n  w a s

in te rs p e rse d  w ith  p h y s ic a l a n d  v e rb a l o b se rv a tio n s  o f  an d  ab o u t th e  p a tie n t. In  th e

fo llo w in g  o b s e rv a tio n a l e x a m p le , an  o ff ic e r  c o m b in e d  th is  c o n v e rsa tio n a l b a n te r  w ith

h u m o u r  a n d  p a in -k il l in g  d ru g s  n o t o n ly  to  a lle v ia te  th e  p a tie n t’s p a in , b u t a lso , g iv e n  th e

s e v e r ity  o f  th e  b a c k  in ju ry , to  o r ie n t th e  w o m a n  in to  d iffe re n t ro le:

T h e  n e x t c a ll w a s  a  c o d e  tw o  to  th e  in te rn a tio n a l a irp o rt. A  w o m a n  in  h e r  

la te  fo r tie s  h a d  h u rt h e r  b a c k  a t h o m e  a n d  h ad  d riv e n  h e r  h u s b a n d  to th e  

a irp o rt w h e re  th e  p a in  h a d  b e c o m e  u n b e a ra b le . S h e  w as  in  a  g re a t d e a l o f  

p a in  a n d  it sh o w e d . In  th e  b a c k  o f  th e  v e h ic le  th e  o ff ic e r  ta lk e d  to  th e  

w o m a n  a b o u t w h e re  sh e  liv e d  a n d  h o w  sh e  c am e  to be  l if tin g  h e a v y  

w e ig h ts . T h is  b a n te r  w e n t o n  fo r  th e  tw e n ty  m in u te s  it to o k  to  re a c h  th e  

h o sp ita l. W h ile  h e  a d m in is te re d  p e n th ra x  w h ic h  h e lp e d  a lle v ia te  th e  

in te n se  p a in  sh e  w a s  e x p e r ie n c in g , h e  u sed  q u ite  a  b it o f  h u m o u r , 

p a r t ic u la r ly  a b o u t th e  d ru g , a n d  th e  w o m a n  ap p ea re d , a lth o u g h  s till  in  a  

c o n s id e ra b le  a m o u n t o f  p a in , m u c h  m o re  re lax ed .

(F ie ld  n o te s , C a se  N o .33 S e p te m b e r  199 4  B r is b a n e  R e g io n )

B e i n g  in  a  s t a t e  o f  c o n s t a n t  a n t i c i p a t i o n

It is n o  c o in c id e n c e  th a t  th e  m o tto  o f  th e  Q A S  is ‘re a d y  a lw a y s ’. A m b u la n c e  

o ff ic e rs  a lw a y s  n e e d  to  b e  re a d y  fo r  th e  u n e x p e c te d  ev en t, a n d  b e  a b le  to  s w itc h  b o th  

p h y s ic a l ly  a n d  e m o tio n a lly  fro m  a c a lm  p o s itio n  in to  ac tio n  a t a n y  tim e . In  th e  c o u rs e  o f  

o n e  sh if t, an  in d iv id u a l o f f ic e r  m a y  sw itc h  from  a h ig h  in te n s ity  c o d e  o n e  o r  im m e d ia te



re s p o n s e  c a ll c o m p le te  w ith  a d re n a lin e  ru s h  a n d  h ig h  le v e ls  o f  an x ie ty , to e x tre m e ly  lo w  

in te n s ity  c a lls  su c h  as  tra n s p o r tin g  a  p a tie n t to  th e  p h y s io th e ra p is t .

D u r in g  o b s e rv a tio n s , o ff ic e rs  c o n s is te n tly  m a d e  d is tin c tio n s  b e tw e e n  h ig h  a n d  

lo w  in te n s ity  w o rk . H ig h  in te n s ity  w o rk  re q u ire s  th e  o ff ic e r  to  p e rfo rm  a t a  h ig h  

e m o tio n a l an d  te c h n ic a l lev e l, a n d  c e r ta in  ty p e s  o f  case s  su ch  as  c a rd ia c  a rre s t  

a u to m a tic a lly  q u a lify  as h ig h  in te n s ity . L o w  in te n s i ty  w o rk  in v o lv e s  c a se s  s u c h  as 

c lin ic s  w h e re  th e  c a se  in v o lv e s  s tra ig h t t ra n s p o r ta tio n . O ffic e rs  d if fe r  in  th e ir  o p in io n  

a b o u t th e  le v e l o f  e m o tio n a l in te n s ity  a n d  in te ra c t io n  n e e d e d  w ith  p a tie n ts  d u r in g  c lin ic  

ru n s . S o m e  o ff ic e rs  b e lie v e  th a t th is  is w h e re  p e rfo rm a n c e  o f  e m o tio n a l la b o u r  is 

e x tre m e ly  im p o r ta n t, w h ile  o th e rs  o p e n ly  s ta te  th a t c lin ic s  are  e ith e r  “b o r in g ”  o r  “ tim e  

o u t” f ro m  “ re a l”  a m b u la n c e  w o rk .

M a n n o n  (1 9 9 1 ) , th ro u g h  h is  e th n o g ra p h ic  s tu d y  o f  p a ra m e d ic s  in  a  c o u n ty  

h o s p ita l ,  fo u n d  th a t a m b u la n c e  w o rk  e n ta ile d  a  s u b s ta n tia l  a m o u n t o f  u n c e r ta in ty . G iv e n  

th e  m a n y  h o u rs  I s p e n t a t a m b u la n c e  s ta tio n s  e x p e r ie n c in g  ‘d o w n tim e ’ w a it in g  fo r  th e  

n e x t c a ll, I c an  a tte s t  to M a n n o n ’ s c la im  th a t m o s t o f  th is  tim e  is s p e n t in  a  s ta te  o f  

a n tic ip a tio n . T h is  s ta te  c o n tin u e s  e v e n  a fte r  th e  u n it  h as  b e e n  d e sp a tc h e d  f ro m  th e  

s ta t io n  o r  h o s p ita l , a n d  th e  a m b u la n c e  h as  a rr iv e d  a t th e  scen e . A c c o rd in g  to M a n n o n , 

th is  e x p e r ie n c e  o f  a n tic ip a tio n  in v o lv e s  th re e  d if fe re n t  s tag es . T h e  f irs t a n d  s e c o n d  

s ta g e s  o f  f in d in g  a n d  a n tic ip a tin g  th e  sce n e  o c c u r  s im u lta n e o u s ly . T h e re  is  o f te n  a  

c o n s id e ra b le  d e g re e  o f  a n x ie ty  e x p e r ie n c e d  b y  o ff ic e rs  th ro u g h  th e  ‘s im p le ’ p ro c e d u re  

o f  f in d in g  th e  lo c a tio n  o f  th e  c a se , p a r tic u la r ly  i f  th e  c a se  d e m a n d s  a n  im m e d ia te  

re s p o n se . T h e  th ird  s ta g e  in v o lv e s  im m e d ia te  a s s e s s m e n t o f  th e  p a t ie n ts ’ t ra u m a  a n d  

d e c is io n s  a b o u t a p p ro p r ia te  m e d ic a l tre a tm e n t.
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T h e  a c c e p te d  n a tio n a l a v e ra g e  m a x im u m  re sp o n se  tim e  fo r  a  c o d e  o n e  c a se  in  an  

u rb a n  a re a  is te n  m in u te s . T h e re  w e re  s e v e ra l o c c a s io n s  w h e n  I w a s  o b s e rv in g  u n its  

w h ic h  a r r iv e d  a t th e  w ro n g  d e s tin a tio n . E v e n  th o u g h  th e se  m o s t o f  th e se  c a se s  w e re  n o t 

c o d e  o n e s , th e  o f f ic e rs  in v o lv e d  a d m itte d  e m b a rra s s m e n t w h e n  th e y  w e re  u n a b le  to  fin d  

th e  p a tie n t.  I a t te n d e d  o n e  c a se  w h e re  th e  o ff ic e rs  b u rs t  in to  a  c a rp a rk  o ff ic e  lo o k in g  fo r  

a n  u n c o n s c io u s  p a tie n t,  o n ly  to  re a lise  th a t th e y  h a d  d r iv e n  to  th e  w ro n g  lo c a tio n . T h e  

o ff ic e rs  h a d  a lla y e d  th e  b e w ild e re d  o ff ic e r  w o rk e r s ’ fe a rs , a n d  a p p e a re d  n o n c h a la n t 

a b o u t th e  m is ta k e . H o w e v e r , w h e n  w e  le ft th e  c a rp a rk , o n e  o f  th e  o ff ic e rs  tu rn e d  to  m e, 

la u g h e d  a n d  sa id , “ W e ll, y o u  h a v e  ju s t  w itn e sse d  e m o tio n a l la b o u r” .

O ff ic e rs  o f te n  s ta te d  th a t th e y  a lw ay s  tr ie d  to a n tic ip a te  w h a t th e  c a se  m a y  

in v o lv e  b e fo re  th e y  re a c h e d  th e ir  d e s tin a tio n . T h is  is a  n e c e s sa ry  p ro c e s s  fo r  th e  

in fo rm a tio n  o ff ic e rs  re c e iv e  ab o u t th e  case  v ia  th e  ra d io  is o f te n  in c o m p le te , a n d  in 

so m e  c a se s , in a c c u ra te . A  p e r tin e n t e x am p le  o f  th is  o c c u re d  w h e n  a  u n it  w ith  w h ic h  I 

w a s  o b s e rv in g  w a s  s e n t to  an  M V A . W e w e re  to ld  to  e x p e c t th re e  s e r io u s ly  in ju re d  

p e o p le , o n e  o f  w h o m  w a s  a  m o to rc y c lis t. N o t o n ly  w a s  th e  a c c id e n t d if f ic u l t  to  f in d , b u t 

th e  o r ig in a l in fo rm a tio n  w a s  w ild ly  in a cc u ra te , as th e re  w e re  no  se r io u s  in ju r ie s  an d  

th e re  w a s  n o  m o to rc y c l is t  in v o lv e d .

O n c e  a t th e  s c e n e  o f  a  c a se , o ff ice rs  a re  re q u ire d  to  m a k e  b a s ic  m e d ic a l 

ju d g e m e n ts .  P a r t  o f  th is  p ro c e s s  in c lu d e s  k e e p in g  re la tiv e s  a n d  b y s ta n d e rs  in fo rm e d  

a b o u t th e  c o n d it io n  o f  th e  p a tie n t. O ffice rs  d e c id e  w h o  th e y  w ill ta lk  to  a n d  w h a t th e y  

w ill te l l  th e m  o n  th e  b a s is  o f  th e ir  in itia l im p re ss io n s . O ff ic e rs  w ill q u ic k ly  s c a n  th e  

sce n e  a n d  g u a g e  th e  e m o tio n a l ton e . D u rin g  cases  w h e re  v io le n c e  m a y  o r  is o c c u rr in g , 

o ff ic e rs  a re  c o n tin u a lly  in  a  s ta te  o f  a n tic ip a tio n . In  e x tre m e  s itu a tio n s , o ff ic e rs  m a y
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s p e n d  m o re  t im e  c o m m u n ic a tin g  to  th o se  a ro u n d  th e  p a tie n t th a n  to  th e  p a tie n t h im /h e r  

se lf .

C a r e

M o s t o f f ic e rs  re fe r re d  to  th e  im p o r ta n c e  o f  re c o g n is in g  th e  p h y s ic a l a n d  

e m o tio n a l  v u ln e ra b il i ty  o f  p a tie n ts , a n d  th e  n e ed  to  a d d re ss  th is  in  a p p ro p r ia te  w ay s . 

O ff ic e rs  d e sc r ib e  th e ir  o c c u p a tio n  as a  ‘c a r in g ’ o n e , a n d  m a n y  c ite  th is  as a  c o m p o n e n t 

th a t k e e p s  th e m  in  th e  jo b . H o w  th e y  d e fin e  ‘c a r e ’ n e a r ly  a lw ay s  in v o lv e s  th e  a b ility  to 

e m p a th ise  w ith  th e  p a tie n t as w e ll as p ro v id in g  ‘p a tie n t c a r e ’ . P a tie n t  c a re  in c o rp o ra te s  

b o th  e m o tio n a l a n d  p h y s ic a l la b o u r  w h ic h  is s im ila r  to J a m e s ’(1 9 9 2 )  d e f in i t io n  o f  care.

C a re , a c c o rd in g  to  J a m e s , in v o lv e s  o rg a n is a tio n  an d  a  c o m b in a tio n  o f  p h y s ic a l 

a n d  e m o tio n a l la b o u r. J a m e s  a lso  d is tin g u ish e s  b e tw e e n  th e  id e o lo g ie s  o f  w o rk p la c e  an d  

d o m e s tic  m o d e ls  o f  ca re . J a m e s  (1 9 9 2 :4 9 1 ) s ta te s  th a t tra d itio n a l h e a lth  c a re  id e o lo g ie s  

a re  c o n c e rn e d  w ith  th e  ‘d o in g ’ o f  sp ec if ic  d ia g n o s tic  te c h n iq u e s , c u re s  an d  a l l ie v a tio n  o f  

sy m p to m s . O n  th e  o th e r  h a n d , th e  d o m e s tic  o r  p r iv a te  m o d e l o f  h e a lth  c a re  is 

c o n s t i tu te d  b y  u n p a id , u n s p e c if ic  a n d  fam ilia l c a re  w o rk . W h ile  th e  id e o lo g y  o f  ‘fo rm a l’ 

h e a lth c a re  c h a ra c te r is e s  c a r in g  as ‘c a r in g  f o r ’, in fo rm a l h e a lth c a re  id e o lo g ie s  a re  

c o n c e rn e d  w ith  ‘c a r in g  a b o u t’ , T h e  d iffe re n c e s  b e tw e e n  th e  ra tio n a l a n d  te c h n ic a l fo c u s  

o f  c a re  in  th e  p u b lic  sp h e re  a n d  th e  re la tio n a l fo cu s o f  c a re  w ith in  th e  p r iv a te  sp h e re  a re  

c le a r ly  g e n d e re d . A s  Ja m e s  e x p la in s , w h ile  th e  ro le  o f  m a le  c a re rs  w ith in  th e  p r iv a te  

sp h e re  h a s  b e e n  re c o g n ise d  (U n g e rso n , 19 87 a ; 1 9 8 7 b ), th e  id e o lo g y  a n d  p ra c tic e  o f  

c a r in g  as s y m b o lic  o f  fe m in in ity  re m a in s  e n tre n ch e d .

T h e  e m o tio n a l c o m p o n e n t o f  ca re  is e sp e c ia lly  su b je c t to  a  g e n d e re d  d iv is io n  o f  

la b o u r. “ C a r in g  a b o u t” is c o n s id e re d  an e sse n tia l c o m p o n e n t o f  ‘w o m e n ’s w o rk ’ w ith in



b o th  th e  p u b lic  a n d  p r iv a te  d o m a in s . B e c a u se  th is  a sp e c t o f  c a re  in v o lv e s  th e  p ra c tic e  o f  

e m o tio n a l  la b o u r , th is  d is tin g u is h e s  it fro m  “ c a r in g  fo r” , w h ic h  in v o lv e s  th e  p h y s ic a l  

a n d  o rg a n is a t io n a l  a sp e c ts  o f  c a r in g  w o rk . W h ile  o n -ro a d  o ff ice rs  m a y  a c k n o w le d g e  th a t 

th e  d if fe re n c e  b e tw e e n  c a r in g  a b o u t a n d  c a r in g  fo r  is an  im p o r ta n t o n e , th e  re a li ty  is  th a t 

th e  h e a v y  e m p h a s is  p la c e d  u p o n  te c h n ic a l a n d  p h y s ic a l a sp ec ts  o f  a m b u la n c e  w o rk  in  

tra in in g  p ro g ra m s  m e a n s  th a t o ff ic e rs  a re  tra in e d  to p r im a rily  ‘care  fo r ’ .

W ith in  th e  Q A S , th e  te rm  ‘c a r e ’ is p a r tic u la r ly  am b iv a len t. T h e  in v is ib il i ty  o f  

th e  e m o tio n a l c o m p o n e n t o f  c a re  w o rk  c o n tr ib u te s  s ig n if ic a n tly  to  th e  n o n - re c o g n it io n  

o f  e m o tio n a l la b o u r. T h is  d o e s  n o t m e a n  th a t c are  w o rk  is u n re c o g n ise d . A t th e  

s h o p f lo o r  le v e l, o ff ic e rs  a re  q u ic k  to  p o in t o u t th a t c a re  w o rk  is a  sk ille d  p a r t  o f  th e ir  

w o rk . Q A S  m a n a g e rs  a n d  tra in e rs  h o w e v e r , a re  c o m fo rta b le  w ith  th e  n o tio n  th a t  c a re  

w o rk  is  m a in ly  p h y s ic a l. T h is  is b e c a u se  th is  c o m p o n e n t o f  care  re q u ire s  th e  m a s te ry  o f  

sk ills  th a t a re  e a s ily  m e a su re a b le . B e c a u se  e m o tio n a l labo ur, w h ic h  is a  p a r t  o f  

e m o tio n a l c a re  w o rk , is n o t e a s ily  q u a n tif ie d , it is th e re fo re  d is m is se d  as an  e s s e n tia l  

p a r t  o f  a m b u la n c e  tra in in g  c u rr ic u la . W h ile  it is p o s s ib le  to re c tify  th is  o m is s io n  b y  

c h a n g in g  th e  c u rr ic u la , it is  m u c h  m o re  d if f ic u lt  to  p ro b le m a tis e  th e  p re v a il in g  g e n d e re d  

id e o lo g ie s  o f  ca re . In  th e  c a se  o f  th e  Q A S , th e re  ex is ts  a  c o n s id e ra b le  a m o u n t o f  

a m b ig u ity  as to  w h e th e r  an  e x p lic it  a c k n o w le d g e m e n t o f  m a le  a m b u la n c e  o ff ic e rs  as 

to ta l c a re rs  is w a rra n te d . T h a t is, th e  s e rv ic e  is c o m p rise d  o f  m en  w h o  n o t o n ly  c a re  fo r, 

b u t a lso  c a re  ab o u t.

W ith in  th e  ra n k s  o f  o n  ro a d  o ff ic e rs , m e n  in  th e  se rv ice  e q u a te  th e  te rm  c a r in g  

w ith  e m o tio n . B e c a u se  o f  th is  a sso c ia tio n , m a le  a m b u la n ce  o ff ic e rs  a re  in  a  u n iq u e  

id e o lo g ic a l, g e n d e re d  a n d  c u ltu ra l p o s itio n . C a rin g  is g e n e ra lly  a s s o c ia te d  w ith  

fe m in in ity , p r iv a c y  an d  in tim a c y . M en  w h o  e n te r  fe m a le -d o m in a te d  c a r in g  p ro fe s s io n s
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are  m o re  lik e ly  to  m o v e  u p  th e  ra n k s  a n d  lo c a te  th e m se lv e s  in  te c h n ic a l a n d  m a n a g e r ia l  

p o s i t io n s  (W illia m s , 1 9 9 5 ), th u s  re in fo rc in g  th e  n o tio n  th a t  th e  ‘c a r in g  a b o u t’ w o rk  is  

re a l ly  a  w o m e n ’s d o m a in .

T h e re fo re , m e n  in  th e  Q A S  f in d  th e m se lv e s  in  an  a m b ig u o u s  p o s itio n . T h ro u g h  

b e in g  in  th e  ra re  p o s i t io n  o f  d o in g  c a r in g  w o rk  in  a  m a le -d o m in a te d  o c c u p a tio n , th e y  a re  

lo c a te d  o u ts id e  th e  tra d itio n a l id e o lo g ic a l a n d  e c o n o m ic  fra m e w o rk  o f  c a r in g . T h e  

p u b lic  p ro m o tio n  o f  th e  Q A S  as a  ‘c a r in g ’ o rg a n isa tio n  illu s tra te s  th is  c le a r ly . A p p e n d ix  

6 is a  c o lo u r  p h o to g ra p h  o f  a  m a le  o ff ic e r  c o m fo rtin g  w h a t lo o k s  lik e  a  p re g n a n t  w o m a n  

w a it in g  to  b e  tra n s p o r te d  b y  a e r ia l a m b u la n ce . H o w e v e r, m o s t o f f ic ia l  im a g e s  o f  

a m b u la n c e  o ff ic e rs  v e ry  ra re ly  d is p la y  o ff ic e rs  in  n u tu r in g  o r  ‘fe m in in e ’ p o s e s  w ith  

o th e r  m e n , o ld e r  w o m e n , a b o r ig in e s  o r  a d o le sc en ts . E v e n  th o u g h  le ss  th a n  te n  p e rc e n t  o f  

th e  Q A S  w o rk fo rc e  a re  w o m e n , th e y  f ig u re  freq u e n tly  in  ‘c a r in g ’ a d v e r tis e m e n ts  an d  

o ff ic ia l  im a g e s  o f  a m b u la n c e  o ff ic e rs  (S ee  A p p e n d ix  11).

O L D E R  V E R S U S  Y O U N G E R  O F F IC E R S

O ld e r  o ff ic e rs  a re  p a r t ic u la r ly  c ritic a l o f  th e  ‘te c h n o k id s ’, th e  n e w  a n d  y o u n g e r  

re c ru its  w h o  a re  re c e iv in g  s u p e r io r  te c h n ic a l an d  th e o re tic a l tra in in g  in  c o m p a r is o n  to  

w h a t th e y  re c e iv e d  e a r ly  in  th e ir  c a ree rs . T h e  o ld e r  g e n e ra tio n , p a r tic u la r ly  th o s e  w h o  

w e re  tra in e d  d u r in g  th e  Q A T B  era , a rg u e  th a t re c ru its  a re  n o w  n o t c h o se n  fo r  th e ir

a b ility  to  ‘c a r e ’ b u t ra th e r  th e ir  a ca d e m ic  sk ills . T h e se  o ff ic e rs  a re  a d a m a n t th a t  th e

‘c a r in g ’ c o m p o n e n t sh o u ld  b e  th e  c ru c ia l fa c to r  in  c h o o s in g  n e w  re c ru its :

T h e  a m b u la n c e  o ff ic e r  o f  to d a y  is n o t as sk ille d  as th e  a m b u la n c e  o ff ic e r  o f  

te n  y e a rs  ag o . Y o u  w e re  a  so c ia l w o rk e r , y o u  w e re  a  c o u n se llo r , y o u  w e re  

w h a t e v e r  y o u  h a d  to  b e  a t th e  tim e . N o w , y o u ’re an  a m b u la n c e  o ff ic e r  a n d

th a t ’s th e  e n d  o f  th e  s to ry . T h is  is m y  jo b , th is  is m y  d e f in e d  ro le  a n d  I

d o n ’t s tep  o u ts id e  th a t p a ra m e te r ... .a n d  fo r th e  o ld  p e o p le  i t ’s to  th e ir

155



156

d e tr im e n t. T o  o u rs  as w e ll, b e c a u s e  w e  d o n ’t h a v e  th a t a b ili ty  to  d o  th a t.

T h e  o ld e r  g u y s , y eah . T h e y  s till  h a v e  it. T h e y  s ti l l  d o  it. I m e a n  I d o  it o u t 

w h e re  I am ....

( “D re w ” , A O  R u ra l N o . l )

W h ile  a n  in te n s iv e  c o m p a r iso n  o f  g e n e ra tio n a l d if fe re n c e s  is b e y o n d  th e  b o u n d s  

o f  th is  s tu d y , it is  e v id e n t fro m  th e  d a ta  th a t th e se  d if fe re n c e s  d o  e x is t. T h e re  is  l i t t le  

e v id e n c e  in  th e  o b s e rv a tio n a l an d  in te rv ie w  d a ta  to  s u g g e s t  th a t  y o u n g e r  o f f ic e rs  a re  le ss  

‘c a r in g ’ th a n  p re v io u s  g e n e ra tio n s  o f  o ff ic e rs . H o w e v e r , d a ta  fro m  in te rv ie w s  w ith  

o f f ic e rs  w h o  e n te re d  th e  s e rv ic e  v ia  th e  h o n o ra ry  s y s te m  su g g e s ts  th a t th e re  m a y  b e  a  

c u ltu ra l  d if fe re n c e  in  re la t io n  to  h o w  d if fe re n t  g e n e ra tio n s  a re  so c ia lis e d  in  te rm s  o f  

e m o tio n a lity .

A lth o u g h  c u ltu ra l d if fe re n c e s  m a y  e x p la in  th e  f r ic tio n  b e tw e e n  y o u n g e r  a n d  

o ld e r  o f f ic e rs , c e r ta in  sk ills  s till n e e d  to  b e  d e v e lo p e d  an d  h o n e d , re g a rd le s s  o f  a g e  o r  

m ic ro  c u ltu ra l p o s i t io n  o r  o r ie n ta tio n . O ff ic e rs  s till  n e e d  to  d e v e lo p  th e  fu n d a m e n ta l  

sk ill  o f  g a in in g  ra p p o r t w ith  th e  p a tie n t,  w h ic h  is a  c ru c ia l sk ill  i f  o n e  c o n s id e rs  th a t  th e  

o f f ic e r  n e e d s  to  e n te r  th e  c o m fo r t z o n e  o f  th e  p a tie n t b e fo re  s h e /h e  c a n  d o  h is /h e r  jo b :

B y  th e  t im e  y o u  a r r iv e  o n  sc e n e  y o u  h a v e  to  e s ta b lis h  a  g o o d  re la t io n s h ip  

fo r  th e  f ir s t  few  m in u te s  b e fo re  y o u  to u c h  th e m . B e c a u s e  w e  a ll h a v e  th is  

b a r r ie r  th a t  w e  d o n ’t w a n t o th e r  p e o p le  to  c o m e  in to , y o u  h a v e  to  ta lk  to  

th o s e  p e o p le  a n d  le t th e m  k n o w  w h a t y o u ’re  d o in g , w h o  y o u  a re , a n d  

m a y b e  e v e n  ta lk  to  th e m  a b o u t th e ir  c o n d itio n .

(“D a v id ” , A O  R u ra l N o .2 5 )

W h ile  m a n y  o ld e r  o ff ic e rs  p u s h e d  fo r  re c o g n it io n  as b o th  h e a lth c a re  a n d  

e m e rg e n c y  se rv ic e  p ro fe s s io n a ls , m a n y  d id  n o t  e n v isa g e  th a t  in c re a s e d  p ro fe s s io n a lis m  

w o u ld  b r in g  c u ltu ra l c h a n g e . O n e  o f f ic e r , d e s c r ib in g  th e  ‘tu n n e l v is io n ’ o f  th e  n e w e r  

o f f ic e rs , m e s h e s  th e  f ro n ts ta g e  c u ltu re  o f  p a t ie n t  c are  w ith  th e  b a c k s ta g e  c u l tu re  o f  

c o m p e ti t iv e n e s s  a n d  p ro fe s s io n a l  a m b itio n :
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I c o m e  in  a n d  in  th re e  y ea rs  I ’m  g o in g  to  h a v e  th is  d ip lo m a . In  a n o th e r  tw o  

y e a rs  I ’m  g o in g  to  h a v e  an  a d v a n c e d  d ip lo m a . A n d  th a t ’s a ll th e y  c a n  see.

V e ry  tu n n e l  v is io n e d . T h e re ’s no  p e rip h e ra l v is io n . T h e y  c a n ’t se e  th a t  i f  I 

c o m e  in  a t th is  lev e l a n d  I d o  th is , m y  v is io n  is g o in g  to b e  th is  m u c h  

w id e r  a n d  I ’m  n o w  in a  s itu a tio n  w h e re  I c a n  a c tu a lly  h e lp  p e o p le  fo r  th e  

r ig h t re a so n s . N o t b e c a u se  I ’v e  g o t tu n n e l v is io n  a n d  th a t ’s m y  e n d  g o a l, 

a n d  I ’m  g o in g  to  g e t th e re  n o  m a tte r  w h a t. N o  m a tte r  w h o  I w a lk  o v e r, n o  

m a tte r  w h a t I h a v e  to  d o , th a t  w h e re  I ’m  g o in g  to  g e t. T h a t ’s n o t  c lie n t 

fo c u s se d .

(“ D re w ” , A O  R u ra l  N o . l )

I t  is  in te re s t in g  to n o te  th a t th is  o ff ice r  v ie w s  p ro fe s s io n a lis m  a n d  its  ensuing

b a c k s ta g e  e m o tio n a li ty  as th a t w h ic h  c o n trib u te s  to  th e  q u a li ty  o f  (o r  la c k  th e re o f)

f ro n ts ta g e  e m o tio n a l  lab o u r. H e  sees  th is  d e v e lo p m e n t to w a rd s  p ro fe s s io n a lis m , as it  is

d e f in e d  b y  m a n a g e m e n t, as d a m a g in g  to  th e q u a lity  o f  s e rv ic e  p ro v is io n  to  p a tie n ts .

Y o u n g e r  o f f ic e rs  a re  th e re fo re  s te re o ty p e d  b y  o ld e r  o f f ic e rs  as m o re  ru le -b o u n d ,

in f le x ib le  a n d  b u re a u c ra tic . C o n v e rse ly , y o u n g e r  o ff ic e rs  a re  m o re  l ik e ly  to  b e  n e rv o u s

a b o u t w o rk in g  w ith  o ld e r  o ff ic e rs  w h o  do  no t fo llo w  te c h n ic a l p ro to c o ls . H o w e v e r , to

d iv id e  b o th  g ro u p s  in to  y o u n g e r  o ff ic e rs  as te c h n ic ia n s  a n d  o ld e r  o ff ic e rs  as e m o tio n a l

la b o u re rs  is  to  s im p lify  th e  p ro b le m . I o b se rv e d  y o u n g e r  o f f ic e rs  w h o  p ro v id e d  e x c e lle n t

e m o tio n a l s u p p o r t  to  d is tre sse d , a n g ry  a n d  so m e tim es  v io le n t  p a tie n ts , a n d  o ld e r  o ff ic e rs

w h o  fo l lo w e d  p ro to c o ls  s tr ic tly . W h a t c a n  be  sa id  a b o u t g e n e ra t io n a l  d if fe re n c e  is th a t

w o rk lo a d s  a n d  p e r fo rm a n c e  e x p e c ta tio n s  h a v e  in c re a se d  s ig n if ic a n tly  d u r in g  th e  p a s t

f iv e  y e a rs , a n d  th is  a ffe c ts  th e  a m o u n t o f  tim e  an  o ff ic e r  c a n  s p e n d  w ith  a  p a tie n t. F o r

e x a m p le , a n  ‘o ld e r ’ o f f ic e r  o f  tw e n ty - f iv e  y ears  e x p e r ie n c e  re c a lls  a  t im e  w h e n  o ff ic e rs

c o u ld  ta k e  m o re  o f  a  p e rs o n a l in te re s t  in  a  p a t ie n t’s w e ll-b e in g  o u ts id e  th e  n o rm a l

p a ra m e te rs  o f  th e  jo b :

I f  y o u  ta lk  to  o ld e r  s ta f f  w h e re  th e y ’ve  b ro u g h t o ld e r  p e o p le  h o m e , th e y ’v e  

b e e n  s i t t in g  a t h o s p ita l  fo r  h o u rs  w a itin g  fo r  th e  c a rs  to  c o m e  h o m e . 

T h e y ’r e  c o m in g  h o m e  a t n ig h t  a n d  th e y ’v e  g o t n o  m e a l . I t w o u ld  n o t  h a v e  

b e e n  ra re  fo r  a n  a m b u la n c e  o ff ic e r  to  ca ll in to  K e n tu c k y  F r ie d  o r  B ig
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R o o s te r  a n d  p ic k  u p  a  d in n e r  p a c k  fo r  th e m . O p e n  u p  th e  h o u s e  fo r  th em ,

m a k e  c e r ta in  th e  lig h ts  a re  on . A n d  a n y o n e  w h o  h a s  b e e n  in  th e  s e rv ice

u n d e r  f iv e  y e a rs  n o w , I d o n ’t k n o w  w h e th e r  th e y  w o u ld  th in k  o f  th a t.

(“ D a n n y ” , O IC  M e tro  N o .4)

T h e  te rm  c a r in g  in  th e  Q A S  is  re fe rre d  to  as  an  a t tr ib u te  th a t a n  ‘o ld e r ’ o f f ic e r  

b r in g s  to  th e  jo b . T h e y  d e sc r ib e  it  as a n  in n a te  tra it th a t  is  e m b e d d e d  w ith in  th e  

p e rs o n a li ty . O n e  p e e r  s u p p o r t o f f ic e r  s p o k e  a b o u t h o w  o ff ic e rs  c o lle c t iv e ly  sco re  h ig h ly  

o n  n u r tu r in g  in  p s y c h o lo g ic a l  p e rs o n a li ty  p ro f ile s  su c h  as th e  M y e r  B rig g s  T y p e  

In d ic a to r . W h e n  o ff ic e rs  ta lk  a b o u t ‘c a r in g ’, th e y  a re  n o t u s u a lly  re fe r r in g  to  p a tie n t c a re  

a s a  c o m b in a tio n  o f  te c h n ic a l a n d  e m o tio n a l sk ill, b u t r a th e r  h o w  w e ll  a n  o ff ic e r  can  

d is p la y  h is  c o n c e rn  fo r  th e  p a tie n t:

O ffice r: In  th is  p ro fe s s io n , y o u  h a v e  to b e  a  c a r in g  so rt o f  p e rso n ,

o th e rw is e  y o u  ju s t  d o n ’t last.

R e se a rc h e r :  N o  a m o u n t o f  t ra in in g  w ill c h a n g e  th a t?

O ffice r: N o . Y o u ’v e  g o t to h a v e  th a t so r t  o f  p e rs o n a lity .

(“B r ia n ” , T ra in in g  o f f ic e r  M e tro  N o .3)

H o w e v e r , th is  b e l i e f  a b o u t th e  in n a te  q u a litie s  o f  a  c a r in g  n a tu re  is c o n tra d ic te d  

b y  o th e r  b e lie fs  a b o u t a n  o v e r-e m p h a s is  o n  te c h n ic a l sk ills . O n e  o f f ic e r  w a s  c o n c e rn e d  

a b o u t th e  c o n s e q u e n c e s  o f  th e  in tro d u c tio n  o f  A d v a n c e d  C lin ic a l T ra in in g  (A C T ). H e  

e x p re s s e d  th e  v ie w  th a t  to o  m u c h  e m p h a s is  o n  th e  b io m e d ic a l  a sp e c ts  o f  a d v a n c e d  

t ra in in g  m a y  re s u l t  in  a  lo s s  o f  th e  a b il i ty  to  ‘c a r e ’ fo r p a tie n ts . In  th is  in s ta n c e , c a r in g  

w a s  e q u a te d  w ith  ‘f e e l in g ’ fo r  th e  p a tie n t, a n d  ta k in g  a h o lis t ic  a p p ro a c h  to  th e  p a tie n t. 

C a r in g  in  th is  e x a m p le  is  ta lk e d  a b o u t as a  c o n s tru c te d  e n tity :
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Y o u  c a n n o t le t y o u r s e l f  g o  te c h n ic a l. I t ’s s ti l l  th e  p a tie n t  th a t y o u ’re  

lo o k in g  a fte r . I f  y o u  s ta r t th in k in g , I ’v e  g o t  to  in tu b a te , I ’v e  g o t to 

c a n n u la te , y o u  c an  fo rg e t a b o u t th e  p a tie n t. Y o u ’v e  s ti l l  g o t to ta lk  to  th e  

p a tie n t f ir s t  a n d  te ll h im  w h a t y o u ’re  d o in g . I f  y o u ’re  g o in g  to  c a n n u la te , 

y o u  c a n ’t ju s t  g ra b  a  n e e d le  a n d  w h a c k  it in. Y o u ’v e  g o t to  s a y  to  th e m , 

lo o k , I ’m  g o in g  to  do  th is  b e c a u s e  o f  th is . I th in k  i t ’s g o in g  to  im p ro v e  

y o u r  c o n d itio n . T h e y ’v e  s till  g o t to  b e  a d v ise d . I f  y o u ’re  o n ly  m a c h in e -  

o r ie n te d , y o u  m a y  as w e ll b e  a  m e c h a n ic  o r  so m e th in g . E v e ry o n e ’s d y in g  

to  d o  A C T . I ’m  n o t  o v e r ly  a n x io u s  to  do  it. I th in k  i t ’s b e s t  to  in tro d u c e  it 

a t a  s lo w  ra te  - m a y b e  ju s t  a  c e r ta in  p a r t o f  it  a t a  t im e .. .In tro d u c e  sk ills  

g ra d u a lly  so  th a t y o u ’re  n o t  lo s in g  c o n ta c t w ith  y o u r  p a tie n t.  Y o u ’v e  s till 

g o t to  b e  a b le  to  ta lk  to  th e  p a tie n t.

(“P h i l” , A O  R u ra l N o .8 )

T R A IN IN G  T O  C A R E

H o w e v e r , re la t iv e  to  te c h n ic a l c o m p o n e n ts  o f  tra in in g , th e  q u a li ty  o f  ‘h u m a n  

r e la t io n s ’ c o m p o n e n t o f  a m b u la n c e  o ff ic e r  tra in in g  h a s  b e e n  in a d e q u a te , a n d  th e  

in tro d u c tio n  o f  c o m p e te n c y  b a se d  t ra in in g  in  th e  fo rm  o f  th e  A s s o c ia te  D ip lo m a  h a s  n o t 

g re a tly  im p ro v e d  th e  s itu a tio n . A t p re s e n t, s tu d e n ts  c o m p le te  th re e  s u b je c ts  th a t 

c o n c e n tra te  o n  d e v e lo p in g  c o m m u n ic a tio n  sk ills , s tre ss  m a n a g e m e n t s k ills , te a m 

b u ild in g  a n d  b a s ic  p s y c h o lo g ic a l  u n d e rs ta n d in g  o f  o rg a n is a t io n a l  p ro c e s s e s . O n ly  tw o  

s u b je c ts  d e a l w ith  in te ra c t io n  w ith  p a tie n ts , a n d  in  a t le a s t  o n e  o f  th e s e  s u b je c ts , th e 

m a jo r  fo c u s  is  o n  h o w  to  c o p e  w ith  th e  d is tu rb e d  o r  u n u s u a l  p a tie n t.  I t  is in te re s t in g  to 

n o te  th a t  th e  o ld e r  a n d  c h ild  p a t ie n ts  a re  c o n s id e re d  ‘u n u s u a l ’. N o  a t te n tio n  is  g iv e n  to  

tra in in g  o ff ic e rs  in  h o w  to  d e a l w ith  th e  ‘n o rm a l’ p a tie n t, w h o  is  m o s t  l ik e ly  to  b e  ag ed  

o v e r  s ix ty -f iv e . T h e re  w a s  n o  d o c u m e n ta ry  e v id e n c e  in d ic a t in g  th a t  a m b u la n c e  o ff ic e rs  

re c e iv e  a n y  fo rm a l t ra in in g  o n  h o w  to  b e  e m o tio n a l la b o u re rs . T h e  fe a r  o ff ic e rs  e x p re ss  

a b o u t lo s in g  th is  c o m p o n e n t o f  fo rm a l tra in in g  th ro u g h  m o re  e m p h a s is  o n  a d v a n c e d  

c lin ic a l  t ra in in g  a p p e a rs  in  v a in , as th e  e m p h a s is  o n  te c h n ic a l  t r a in in g  h a s  a lw a y s  b e e n

th e re .



O ffic e rs  w h o  jo in e d  th e  se rv ic e  v ia  h o n o ra ry  w o r k 15 e x p re s s e d  s tro n g  o p in io n s  

a b o u t w h a t  th e y  p e rc e iv e d  as th e  in a d e q u a c y  o f  C B T -b a s e d  te r tia ry  tra in in g . T h e y  

e x p re s s e d  th e  v ie w  th a t re c ru itin g  o f  y o u n g e r  o ff ic e rs  th ro u g h  th e  h o n o ra ry  s y s te m  w as  

p re fe ra b le  to  g e t t in g  th e m  ‘o f f  th e  s t r e e t ’, b e c a u s e  h o n o ra r ie s  h a d  a lre a d y  p ro v e n  th e ir  

se n se  o f  c o m m itm e n t b o th  to  th e  w o rk  a n d  th e  o rg a n is a tio n . O ff ic e rs  w h o  h a d  firs t 

jo in e d  th e  s e rv ic e  as  h o n o ra r ie s  sp o k e  fo n d ly  o f  th e ir  e x p e r ie n c e s  as v o lu n te e rs , a n d  

e m p h a s is e d  th e  m e n to r in g  re la tio n s h ip  th a t d e v e lo p e d  b e tw e e n  th e m s e lv e s  a n d  s e n io r  

o ff ic e rs . In  a d d it io n  to  h o n o ra ry  e x p e r ie n c e , m a n y  o ld e r  o f f ic e rs  h a d  g a in e d  o th e r  

e x p e r ie n c e  in  v o lu n te e r  o rg a n is a tio n s  su c h  as S c o u ts  a n d  S t .J o h n ’s A m b u la n c e . T h e y  

s ta te d  th a t  th e  s tro n g e s t  c a se  fo r  an  h o n o ra ry  s y s te m  w a s  th a t  it  g a v e  y o u n g e r  p e o p le  

t im e  o u ts id e  o f  th e ir  c u r re n t  s tu d ie s  o r  e m p lo y m e n t to  a s c e r ta in  w h e th e r  a m b u la n c e  

w o rk  w a s  s u ita b le  fo r  th e m , b e fo re  th e y  c o m m itte d  th e m s e lv e s  to fo rm a l a m b u la n c e  

tra in in g . A s  th e  fo l lo w in g  q u o te  il lu s tra te s , it w as  a lso  p e rc e iv e d  th a t t im e  sp en t 

v o lu n te e r in g  a lso  g a v e  th e m  tim e  to  free ly  o b s e rv e  a m b u la n c e  w o rk  w ith o u t  th e  

p re s s u re  o f  h a v in g  to  le a m  sk ills  r ig h t fro m  th e  f irs t case :

T h e  h o n o ra ry  sy s te m  w a s  th e  b e s t sy s te m . T h e y  c a m e  in  an d  it w a s  th e ir  

tim e . I t  w a s  c o s tin g  th e  s e rv ic e  n o th in g  a n d  o n c e  th e y  g o t a  c o u p le  o f  

a c c id e n ts  u n d e r  th e ir  b e lt, th e y  e ith e r  s a id , g ee , th is  i s n ’t fo r  m e , o r  th e y  

w e n t in  w ith  it  a n d  sa id , y eah . T h is  is w h a t I r e a l ly  w a n t  to  do  b e c a u s e  th e s e  

p e o p le  n e e d  h e lp .

(“ L e n ” , A O  M e tro  N o . 19)

T h e  d is a d v a n ta g e s  o f  th e  h o n o ra ry  s y s te m  in c lu d e d  a  r a n d o m  a p p ro a c h  to  b o th  

t ra in in g  a n d  in fo rm a l  s o c ia lis a tio n  p ra c tic e s . F o r  in s ta n c e , h o n o ra ry  o f f ic e rs  u s u a lly  

w o rk e d  o u t o f  o n e  s ta t io n , a n d  it  w as  th e  so le  r e s p o n s ib il i ty  o f  th e  o f f ic e r  in  c h a rg e  as to
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15A n  h o n o r a r y  a m b u l a n c e  o f f i c e r  i s  e s s e n t i a l l y  a  v o l u n t e e r  w o r k e r  w h o  u n d e r g o e s  a  b a s i c  l e v e l  o f  f i r s t  a i d  t r a i n i n g  

a n d  a m b u l a n c e  p r a c t i c e .  H o n o r a r i e s  a r e  m o r e  l i k e l y  t o  b e  f o u n d  i n  r u r a l  a n d  p r o v i n c i a l  a r e a s  t h a n  i n  u r b a n  a r e a s .  

T h e r e  a r e  c u r r e n t l y  o v e r  f i v e  h u n d r e d  h o n o r a r y  o f f i c e r s  w o r k i n g  w i t h i n  t h e  Q A S .
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w h e th e r  th e  h o n o ra ry  w a s  m e n to re d  s k ilfu lly  in  te rm s  o f  e m o tio n a l la b o u r, a n d  in  so m e  

c a se s , te c h n ic a l la b o u r. T h u s , h o n o ra ry  w o rk  w a s  o f te n  th e  firs t s tag e  in  o rg a n is a tio n a l 

a n d  o c c u p a tio n a l s o c ia lis a tio n  lad d er, a n d  o p e ra te d  as an  e ffe c tiv e  g a te -k e e p in g  s tra te g y  

to  k e ep  w h a t w e re  p e rc e iv e d  to  b e  e m o tio n a lly  w e a k  o r  u n s ta b le  m e n  o u t o f  th e  se rv ic e .

O ff ic e rs  w h o  d id n ’t jo in  th e  se rv ic e  as h o n o ra r ie s  d u r in g  th e  Q A T B  e ra  re c e iv e d  

m in im a l tra in in g  p r io r  to  b e in g  p u t  o n  th e  ro a d . D u r in g  o b se rv a tio n s  w ith  o f f ic e rs  w h o  

jo in e d  th e  s e rv ic e  d u rin g  th e  Q A T B  era , o ff ic e rs  c o m m e n te d  th a t th e re  w a s  a  s tro n g  

e x p e c ta tio n  th a t a  tra in e e  o ff ic e r  w o u ld  le a rn  h is  c ra f t a n d  b e c o m e  so c ia lis e d  th ro u g h  o n  

ro a d  e x p e r ie n c e  w ith  s e n io r  o f f ic e r s .16 A s o n e  o f f ic e r  o f  te n  y ea rs  e x p e r ie n c e  e x p la in e d  

in  th e  fo llo w in g  q u o te , th e re  w a s  m u c h  m o re  e m p h a s is  o n  p e e r  e d u c a tio n  an d  tra in in g :

... th a t ’s p ro b a b ly  b e e n  th e  d ra m a tic  c h a n g e  fro m  Q A T B  d a y s  to  Q A S  d a y s .

In  th e  Q A T B  d a y s  y o u  h ad  no A ss o c ia te  D ip lo m a . A ll th e  jo b -b a s e d  s k ills  

y o u  le a rn t a t th e  c o a lfa c e . Y o u  s ta r te d  th e jo b , y o u  h ad  a  f irs t a id  c e r tif ic a te .

In  so m e  c a se s  y o u  h a d  a  fo u r to  s ix  w e e k  p rep  c o u rse  a t A O T C  a n d  th e  re s t  

o f  it y o u  le a rn t fro m  y o u r  p ee rs . Y o u  w e re  w o rk in g  w ith  so m e o n e  w h o  h a d  

te n  to  f if te e n  y e a rs  s e rv ic e  an d  y o u  p ic k e d  up  th e ir  w o rk  p ra c tice s . ,

(“B il l” , A O  M e tro  N o .4 )

H o w e v e r , as th is  o f f ic e r  illu s tra te s , y o u n g e r  s tu d e n t o ff ic e rs  s till  h a v e  to  lea rn  

th e ir  e m o tio n a l la b o u r  sk ills  o n  th e  ro ad :

T h e  A D  h a s  c h a n g e d  th a t a  b it b u t th e  c r itic a l lin k  is s till th e re . Y o u  g o  b a c k  

a f te r  y o u r  b lo c k  re le a s e  a t A O T C  a n d  y o u  s p e n d  tim e  w ith  q u a lif ie d  o ff ic e rs  

a n d  y o u  p ic k  up  th e ir  h a b its , m a n n e r ism s  a n d  la n g u ag e . I t ’s a m a z in g  w h a t 

th e y  p ic k  u p , a n d  i t ’s p e rp e tu a l. It g o e s  o n  y e a r  a f te r  year. I m e a n  it b e c o m e s  

th e  c u ltu re . I t ’s o u r  cu ltu re .

(“T e d ” , O IC  R u ra l N o . 12)

16 T h e  p r o n o u n  ' h i s ’ i s  u s e d  in  p r e f e r e n c e  t o  a  g e n d e r  n u e t r a l  t e r m  t o  h i g h l i g h t  t h e  f a c t  t h a t  a t  t h i s  s t a g e  in  t h e  h i s t o r y  

o f  t h e  Q A S ,  o n l y  m e n  w e r e  r e c r u i t e d  a s  a m b u l a n c e  o f f i c e r s .



In  re la tio n  to  c h a n g e s  in  e m o tio n a l cu ltu re , w h a t th is  o f f ic e r  m e a n s  is th a t 

d e sp ite  a  c h a n g e  in  d u ra tio n , in te n s ity  a n d  q u a lity  o f  tra in in g , th is  sh if t is  o n ly  re a lly  

s ig n if ic a n t in  re la t io n  to  te c h n ic a l sk ills . S tu d e n ts  s till le a m  th e  e m o tio n a l  c u ltu re  

th ro u g h  o n -ro a d  e x p e r ie n c e  d u r in g  b lo c k  re le a se , th u s  re p ro d u c in g  m a n y  o f  th e  p ra c tic e s  

th a t  h a v e  b e e n  in s t i tu t io n a lis e d  o v e r  m a n y  y ea rs . T h e re  is s till a n  e x p e c ta t io n  th a t  an  

o ff ic e r  w ill  n o t  d e v ia te  f ro m  w h a t a re  c o n s id e re d  to b e  s ta n d a rd  e m o tio n a l re s p o n s e s , o r  

e m o tio n a l n o rm s . A c c o rd in g  to  th is  s e n io r  o ff ic e r, tra in e es  w h o  a tte m p t to c h a lle n g e  o r  

q u e s tio n  fe e lin g  ru le s  s ti l l  e x p e r ie n c e  v a ry in g  d eg rees  o f  o s tra c ism  fro m  th e ir  im m e d ia te  

p e e rs :

W e  c a n  b e  q u ite  c m e l to o u r  fe llo w  em p lo y e es . I f  so m e o n e  jo in s  th e  s e rv ic e  

w h o  d o e s n ’t q u ite  m a tc h  th e  c u ltu re  o f  th e  g ro u p  th ey  a re  e x o rc ise d  o u t  o f  

th a t g ro u p , a n d  e i th e r  th e y  m o v e  o n  o r th e y  h av e  a  v e ry  u n h a p p y  w o rk  

c a ree r. I ’v e  se e n  q u ite  a  few  p e o p le  co m e  an d  go  lik e  th a t. T h e  o ff ic e rs  c an  

b e q u ite  b ru ta l, a n d  th e  w o m e n  h a d  th a t tro u b le  w h e n  th e y  f irs t jo in e d . 

T h o s e  th a t s tu c k  it  o u t w e re  q u ite  to u g h .

(“ A le c ” , A O  P ro v in c ia l  N o .5)

T h is  c o n tin u a tio n  o f  th e  p re v io u s ly  e n d o rse d  e m o tio n a l c u ltu re  is a lso  a  c o n s ta n t 

so u rc e  o f  te n s io n  b e tw e e n  o ld e r  o ff ic e rs  tra in ed  d u rin g  Q A T B  d a y s  a n d  s tu d e n ts  w h o  

h a v e  jo in e d  th e  s e rv ic e  d u r in g  th e  Q A S  era. M an y  o ld e r  o ff ic e rs  I o b s e rv e d  o f te n  

c o m p la in e d  b i t te r ly  a b o u t th e  te c h n ic a l fo cu s  y o u n g e r  o ff ice rs  h a v e  a d o p te d . T h e se  

o ld e r  o ff ic e rs  c la im  th a t th is  tre n d  is n o t o n ly  d e tr im e n ta l to p a tie n t ca re , b u t  a lso  to  th e  

p ro fe s s io n  as a  w h o le . W h a t w a s  n o tic e a b le  w as th a t m a n y  o f  th e  y o u n g e r  o ff ic e rs  

s e e m e d  to b e  a lw a y s  m a k in g  p la n s  a b o u t w h a t th ey  w ere  g o in g  to  d o  w h e n  th e y  g o t  o u t 

o f  th e  s e rv ice . I t  is  u n c e r ta in  as to  w h e th e r  th is c o u ld  b e  c o n s tru e d  a s  la c k  o f  

c o m m itm e n t o r  w h e th e r  th is  is  p a sse d  o n  to p a tien ts . W h a t is c e r ta in  is th a t  y o u n g e r

162
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o ff ic e rs  do  h a v e  a  lo t m o re  p re s su re  p la c e d  o n  th em  to p e rfo rm , and  th e y  a re  so c ia lis e d  

to  d o  th is  fro m  th e  o n se t.

I t w a s  a p p a re n t th a t  m a n y  o ld e r  o ff ice rs  v ie w e d  th e  p r iv ile g in g  o f  te c h n ic a l  sk ills  

o v e r  e m o tio n a l o n e s  w a s  a  fo rm  o f  d e sk illin g . T h e y  w ere  c ritic a l o f  th e  a m o u n t o f  tim e  

s tu d e n ts  s p e n d  in  fo rm a l e d u c a tio n  p ra c tis in g  th e ir  sk ills  on  e ith e r  m a n n e q u in s  o r  e a c h  

o th e r , an d  c o n tra ry  to  th e  p re v io u s  o f f ic e r ’s c o m m e n ts , m a n y  o ld e r  o ff ic e rs  th in k  th a t 

th e  s tu d e n ts  d o n ’t re c e iv e  th e  sa m e  q u a lity  o f  tra in in g  in  te rm s  o f  re la tin g  e m o tio n a lly  

to  p a tie n ts :

W e  w e re  w e a n e d  in to  th e  jo b . Y o u ’d  co m e  in  and  y o u ’d  do  s ix  m o n th s  o f  

c lin ic s , a ll y o u  g o t w a s  p e o p le  c o n tac t. Y o u  w ere  d e a lin g  w ith  o ld  p e o p le .

F o r  th e  firs t s ix  m o n th s  y o u  saw  n o th in g  b u t o ld  p e o p le . Y o u  le a rn t to  

c o m m u n ic a te  a n d  y o u  le a rn t y o u r  w a y  a ro u n d , and  y o u  lea rn t p a tie n c e  a n d  

to le ra n c e . T w o  v e ry  im p o r ta n t fa c to rs  w h ic h  i f  y o u  le a rn  a t th e  r ig h t t im e  

an d  th e  r ig h t p a c e  th e y  b e c o m e  v e ry  im p o r ta n t la te r on . Y o u  th e n  c a m e  o f f  

th e re  a n d  y o u  w e n t o n  to  p a tie n ts . Y o u ’re le a rn in g  h o w  to h a n d le  p a tie n ts  

w h o  h a v e  a  p ro b le m , an d  y o u ’re  g e ttin g  a  b a c k g ro u n d  o f  h o w  th is  

p a r t ic u la r  in ju ry  o c c u rre d , o r  h o w  th is  p a r tic u la r  c o n d itio n  b u ilt up  a n d  

s ta r ted . Y o u ’re  g a in in g  in fo rm a tio n  all th e  tim e . I t ’s lik e  fe e d in g  in to  a  

c o m p u te r . F e e d in g  in  in fo rm a tio n  all th e  tim e . A n d  th e n  a fte r  tw e lv e  

m o n th s  y o u  s lo w ly  g o t w e a n e d  o n  to th e  a c c id e n t an d  e m e rg e n c y  s id e  o f  it.

(“D re w ” , A O  R u ra l N o . l )

W h ile  th is  q u o te  is  in d ic a tiv e  o f  a  v e ry  rea l g e n e ra tio n a l d if fe re n c e  b e tw e e n  

o ld e r  a n d  y o u n g e r  o ff ic e rs  in  re la tio n  to  th e  a m o u n t o f  k n o w le d g e  to d a y ’s a m b u la n c e  

o ff ic e r  n e e d s  to  k n o w  in  o rd e r  to p e rfo rm  h e r/h is  jo b  c o rre c tly , th e  e ss e n c e  o f  th is  

g e n e ra tio n a l c o n f l ic t  is c a n  b e  fo u n d  in  h o w  each  g ro u p  d e fin e s  a m b u la n c e  w o rk .

M a n y  o ff ic e rs  w h o  h a v e  jo in e d  th e  se rv ice  d u rin g  th e  p a s t fiv e  y e a rs  a re  n o t 

re q u ire d  to d e v e lo p  th e  c o m m u n ity  d e v e lo p m e n t sk ills  th a t w e re  c h a ra c te r is tic  o f  th e  

Q A T B . T h is  d o e s  n o t m e a n  th a t su ch  an  o rie n ta tio n  d o es  n o t s till  e x is t, b u t w h e n  th e  

in itia l c h a n g e o v e r  fro m  c h a r ity  o rg a n isa tio n  to c en tra lise d  b u re a u c ra c y  o c c u r re d  in th e
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e a r ly  19 9 0 s, c o m m u n ity  su p p o r t an d  fo c u s  w as  d is c o u ra g e d  as an  in te g ra l p a r t  o f

o rg a n is a tio n a l c h a n g e . A c c o rd in g  to th e  tra in in g  o ff ic e rs , th is  c h a n g e  in  o r ie n ta tio n

o c c u r re d  b e c a u s e  s tu d e n ts  a re  n o w  g iv e n  a  v e ry  d iffe re n t k in d  o f  b r i e f  in  c o m p a r is o n  to

h o n o ra r ie s  w h e n  th e y  w e re  in itia lly  o r ie n ta te d  in to  th e  se rv ice . A n  o ff ic e r  o f  tw e n ty -

th re e  y e a rs  e x p e r ie n c e  o b s e rv e d  th a t s tu d e n ts  are  n o w  to ld  fro m  th e  o u ts e t  th a t  th e ir

b r ie f  is  p re -h o s p ita l  e m e rg e n c y  care. A c c o rd in g  to h im , d u rin g  th e  f irs t fe w  w e e k s  o f

tra in in g , y o u n g e r  o ff ic e rs  a re  n o t g iv en  e n o u g h  in fo rm a tio n  a b o u t th e  m u n d a n e  a sp e c ts

o f  a m b u la n c e  w o rk , s u c h  as tra n sp o rtin g  th e  frail aged . Y o u n g e r  o ff ic e rs  a re  e n c o u ra g e d

to  th in k  o f  th e m s e lv e s  as  a llie d  h e a lth  p ro fe s s io n a ls  w h o  sa v e  liv e s  th ro u g h

te c h n o lo g ic a l w iz a rd ry :

I t ’s th e  b re e d  o f  th e  an im a l no w . A ll th e ir  e d u c a tio n  h a s  b e e n  tra u m a  o r  

p re -h o s p ita l  e m e rg e n c y  fo cu sed , th e re  is v e ry  little  in  th e ir  e d u c a tio n  a b o u t 

th e  o ld  p e rs o n , M rs . Jo n e s  g o in g  fo r h e r  p h y s io  a p p o in tm e n t, a n d  th a t is 

th e  b e s t  le a rn in g  e x p e r ie n c e  y o u  c o u ld  e v e r c o m e  a c ro ss  b e c a u s e  as 1 sa id , 

i t ’s te a c h in g  y o u  p a tie n c e , to le ra n c e  and  h u m ility . T o d a y  th e y ’re  n o t 

g e tt in g  th a t  a t a ll. ( I t ’s) I ’m  n o t h e re  to do th e  p h y s io s . I ’m  h e re  to d o  th e 

p re -h o s p ita l  e m e rg e n c y  w o rk  o n ly . Y o u  g iv e  m e  a p h y s io  a n d  i t ’s th e  

b ig g e s t  in c o n v e n ie n c e  th a t th e y ’v e  p u lle d  m e  o u t to ta k e  th e m  to  h o s p ita l  

.. .(B u t)  th a t ’s y o u r  b re a d  an d  b u tte r . A n d  i f  y o u  d o n ’t h a v e  y o u r  b re a d  an d  

b u tte r , y o u ’v e  g o t n o th in g  e lse  a b o v e  it ....T h e  ro le  o f  th e  a m b u la n c e  h as  

b e e n  re d e f in e d  e v e n  s in c e  1990. W e  u sed  to g o  o u t  an d  g e t M rs  Jo n e s  an d  

ta k e  h e r  to  h e r  d o c to r ’s a p p o in tm e n t e v en  i f  sh e  h a d  h e r  o w n  tra n sp o rt, 

b e c a u s e  it w a s  e x p e c te d . It w as p a r t o f  th e  c u ltu re .

(“D re w ” , A O  R u ra l N o . l )

O ld e r  o f f ic e rs  v ie w  th is  re d e f in itio n  o f  a m b u la n c e  w o rk , a n d  th e  s tu d e n ts ’ 

e a g e rn e s s  to  e m b ra c e  te c h n ic a l c o m p e te n c y  ab o v e  a ll e lse  as a  c u ltu ra l c h a n g e  th a t 

e x c lu d e s  a n d  d e m o te s  th e  ‘c a r in g ’ an d  ‘e m p a th e tic ’ sk ills  th a t o n c e  d is tin g u is h e d  an  

a m b u la n c e  o f f ic e r  fro m  a m e re  ‘ta x i d r iv e r ’. A s e m o tio n a l la b o u r  h as  n e v e r  b e e n  

fo rm a lly  r e c o g n is e d  as c ru c ia l  sk ill, th e  e m p h a s is  o n  p re -h o s p ita l  e m e rg e n c y  care  

p ro fe s s io n a lis m  is e q u a te d  (b y  o ld e r o ff ice rs  at le ast)  w ith  a  n o n -e m o tio n a l,  ra tio n a l
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a p p ro a c h  w h ic h  d o e s  n o t m e e t th e  p a tie n ts ’ n eed s. T h e  fo llo w in g  q u o te s  i l lu s tra te  w e ll 

th e  fe a rs  a n d  c o n c e rn s  m a n y  o ld e r  o ff ic e rs  e x p re sse d  to  m e  d u rin g  f ie ld w o rk  a b o u t th e  

o v e re m p h a s is  o n  th e  d e v e lo p m e n t o f  te c h n ic a l sk ills  as a  m a rk e r  fo r  in c re a s e d  

p ro fe s s io n a lis m :

T h e  tra in in g  o f  th e  p e o p le  c o m in g  in  to d a y  h as  fa lle n  d o w n . T e c h n ic a lly  

i t ’s b r il lia n t. B u t b a s ic  g ra s s ro o ts  e d u c a tio n  h as  g o n e . T h e  c u ltu re , th e  ca re , 

th e  s e n se  o f  w e ll-b e in g  h as  b e en  n e g lec te d . I t ’s n o t th e re  a n y  m o re ;

an d

T h e s e  a re  p e o p le  o f  tw e n ty  (a n d ) th e y ’v e  s till  g o t th e  s c h o o l g ir l /s c h o o l 

b o y  m e n ta lity . T h e y ’v e  g o n e  fro m  h ig h  sch o o l to  o u r  tra in in g  sy s te m , a n d  

th e y ’re  e x p e c te d  to b e  p e o p le  o f  th e  w o rld . T h e y ’ve d o n e  th e ir  d e g re e  o r  

w h a te v e r , th e y ’v e  g o t th e ir  s tr ip e  an d  th e y ’ve  g o t to c o m e  o u t a n d  w o rk  in  

th e  re a l w o rld . A n d  th e  rea l w o rld  is p o o , w ee , v o m it an d  so m e o n e  w a n tin g  

to  d ro p  y o u  o n  th e  g ro u n d  b e ca u se  y o u ’re an  o b n o x io u s  little  to ad . I d o n ’t 

k n o w  h o w  th e y  c a n  e d u c a te  p e o p le  fo r that.

(“D a n n y ” , O IC  M e tro  N o .7 )

T h is  im a g e  o f  th e  n e w  b reed  o f  a m b u la n c e  o f f ic e r  as te c h n ic a lly  b r i l l ia n t  b u t 

e m o tio n a lly  c h a lle n g e d  b eg s  th e q u e s tio n  o f  h o w  th is  fro n ts ta g e  c u ltu ra l c h a n g e  m ay  

a ffe c t th e  b a c k s ta g e  c u ltu re . G iv e n  th a t th e  b a c k s ta g e  c u ltu re  is  s till  o n e  th a t is  n o t 

d e sc r ib e d  b y  o ff ic e rs  th e m s e lv e s  as e m o tio n a lly  su p p o rtiv e , it is  w o r th  c o n s id e r in g  th e  

p o s s ib i l i ty  th a t  th e  ‘n e w ’ fro n ts ta g e  c u ltu re  m a y  a c tu a lly  re in fo rc e  th e  w o rs t a sp e c ts  o f  

th e  b a c k s ta g e  c u ltu re . T h e re  is so m e  e v id e n c e  h e re  to su g g e s t th a t th is  m ig h t b e  th e  

case .

C O M P O N E N T S  O F  E M O T IO N A L  L A B O U R  

S u r f a c e  A c t i n g

M o st o ff ic e rs  a d m it th a t th ey  do  a s ig n if ic a n t a m o u n t o f  su rfa c e  a c tin g , an d  

s m ilin g , te a s in g  a n d  lig h t h u m o u r w ere  all m a n ife s ta tio n s  o f  th is . D u rin g  o b s e rv a tio n s .
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th e re  w e re  s e v e ra l o c c a s io n s  w h e n  o ff ic e rs  w e re  fr ien d ly  to w a rd s  th e  p a tie n t, b u t  th e n

c o m p la in e d  b i t te r ly  a b o u t th e  p a t ie n t’s a ttitu d e  o r  e x p ec ta tio n s  a f te r  th e  p a tie n t  h a d  b e e n

tra n sp o rte d . In  th e se  c a se s , p a tie n ts  c o m p la in e d  a b o u t th e  le n g th  o f  t im e  th e y  h a d  w a ite d

fo r  th e  a m b u la n c e  to a rr iv e , w h ic h  ir r ita te d  o ffic e rs , b e c a u se  le n g th y  d e la y s  w e re  o f te n

o u t o f  th e ir  c o n tro l. T h e  fo llo w in g  e x tra c t fro m  f ie ld w o rk  n o te s  d e sc r ib e s  a  ty p ic a l

sc e n a r io  w h e re  o ff ic e rs  e n g a g e  in  a  s ig n if ic a n t a m o u n t o f  su rfa c e  a c tin g  w ith  p a tie n ts

w h o  v e n t th e ir  f ru s tr a tio n  a b o u t m a n a g e m e n t o f  a m b u la n ce  re s o u rc e s  u p o n  o ff ic e rs . In

th is  case , th e  fa c t th a t  th e  p a tie n t  h a d  c o m p la in e d  w as  su rp ris in g , fo r  th e  o f f ic e rs  sh o w e d

n o  o u tw a rd  s ig n s  o f  a n y  c o n f l ic t  th ro u g h o u t th e  d u ra tio n  o f  th e  case :

T h e  n e x t c a se  w a s  a  c o d e  th re e , a  w o m a n  in h e r  sev e n tie s , a n d  a  tra n s fe r  

fro m  a p u b lic  to  a  p r iv a te  h o sp ita l. I o n ly  h e a rd  p a rt o f  th e  in te ra c t io n  

b e tw e e n  th e  a m b u la n c e  o ff ic e r  a n d  the p a tien t, b u t a fte r  w e  h a d  c o m p le te d  

th e  c a se , o n e  o f  th e  o ff ic e rs  c o m p la in e d  to m e ab o u t h o w  ru d e  th e  p a tie n t  

w as. S h e  w a s  c o m p la in in g  a b o u t h o w  lo ng  sh e  h ad  h a d  to  w a it. T h e  

o ff ic e rs  th o u g h t th a t  h e r  c r itic ism  w as  u n w a rra n ted , as th e y  fe lt sh e  w a s  

w e ll e n o u g h  to  c a tc h  a  tax i. H o w e v e r, w h ile  th e y  tra n s p o r te d  h e r, th e re  

w e re  no  s ig n s  o f  h o s t i l i ty  fro m  th e  o ffice rs  to w ard s  th e  p a tie n t, a n d  th e y  

sp e n t a  c o n s id e ra b le  a m o u n t o f  tim e  p u ttin g  th e  p a tie n t a t e ase , a sk in g  h e r  

q u e s tio n s  a n d  jo k in g  w ith  her. T h e  o ffice rs  sa id  th a t a l th o u g h  th e y  d id n ’t 

lik e  h e r  as a  p e rs o n , it w a s  th e ir  jo b  to ‘a c t’ as th o u g h  th e y  d id , a n d  n o t 

re v e a l h o w  th e y  tru ly  fe lt to w a rd s  he r. I go t th e  fe e lin g  th a t o n e  o f  th e  

o ff ic e rs  w a s  in  a  b a d  m o o d  a n d  I th in k  h e ’s g o in g  to  b e  d o in g  a  lo t  o f  

s u rfa c e  a c tin g  to n ig h t.

(F ie ld  n o te s , C ase  N o .51 S e p te m b e r 1994  B r is b a n e  R e g io n )

W h ile  o ff ic e rs  d is p la y e d  a  fr ie n d ly  d e m ea n o u r in  fro n t o f  m o s t o ld e r  p a tie n ts , 

s e v e ra l o ff ic e rs  e i th e r  ig n o re d  d e m e n tia  p a tie n ts  o r  trea ted  q u ie t o r  d e p re s s e d  p a tie n ts  in  

a  c o n d e s c e n d in g  m a n n e r . A  m o re  so m b re  d e m e a n o u r w as o b s e rv e d  o n  se v e ra l n ig h t 

sh if ts , w h e n  o f f ic e rs  tre a te d  m a n y  in to x ic a ted , ab o rig in a l o r  a d o le sc e n t p a t ie n ts .17

17 T h e  d e a t h  o f  D a n i e l  Y o c k ,  a  y o u n g  a b o r i g i n a l  m a n  w h o  w a s  in  p o l i c y  c u s t o d y  a t  t h e  t i m e  o f  h i s  d e a t h ,  w a s  

w i t n e s s e d  b y  a m b u l a n c e  o f f i c e r s  w h o  w e r e  r e q u i r e d  t o  g i v e  e v i d e n c e  a t  t h e  i n q u i r y  i n t o  t h e  c a u s e  a n d  

c i r c u m s t a n c e s  s u r r o u n d i n g  h i s  d e a t h .  S i n c e  t h e n ,  o f f i c e r s  s t a t i o n e d  a t  i n n e r  B r i s b a n e  b r a n c h e s  a r e  a p p r e h e n s i v e  

w h e n  a t t e n d i n g  c a s e s  i n v o l v i n g  a b o r i g i n e s ,  p o l i c e  a n d  a l c o h o l .  T h e  r e s e a r c h e r  a t t e n d e d  o n e  s u c h  c a s e  w h e r e  t h e  

o f f i c e r s  e x p r e s s e d  f e a r  a n d  a n x i e t y  a b o u t  t h e i r  s a f e t y  a n d  p o s s i b l e  l e g a l  r a m i f i c a t i o n s .



D u rin g  o b s e rv a tio n s , o ff ic e rs  re p o rte d  th a t th e y  u sed  th e  te c h n iq u e s  o f  s u rfa c e  

a c tin g  w ith  a lm o s t e v e ry  p a tie n t. W h e th e r  it be  sh a r in g  a  jo k e  w ith  a  s h y  o r  fe a rfu l 

p a tie n t, sm ilin g  in  th e  fa c e  o f  a  re c a lc itra n t o r  b e lig e re n t o n e , o r  d e v e lo p in g  a  ‘n e u t r a l ’ 

e x p re s s io n  w h e n  h a v in g  to  c o a x  an  in to x ic a ted  p e rso n  in to  th e  b a c k  o f  th e  a m b u la n c e , 

o ff ic e rs  do  see  a c tin g  as p a r t  o f  th e ir  w o rk . H o w ev e r, th e y  a lso  d is t in g u is h  b e tw e e n  

s u rfa c e  a c tin g , th a t  is, e x p re s s in g  p o s itiv e  or  n e g a tiv e  e m o tio n s  e v e n  i f  th e y  a re  n o t 

a u th e n tic , a n d  d e e p  a c tin g , w h e n  o ff ice rs  are  re q u ire d  to a c tu a lly  fe e l th e  e m o tio n  th e y  

a re  p ro je c tin g . O ff ic e rs  e i th e r  d e fin e  su rface  ac tin g  as th e  a c t o f  e x p re s s in g  p o s it iv e  

fe e lin g s , e sp e c ia lly  in  c irc u m s ta n c e s  w h e re  th e  s itu a tio n  d o es  n o t  le n d  i t s e l f  to  p o s it iv e  

e m o tio n a lity , o r  as th e  s u p p re s s io n  o f  n e g a tiv e  e m o tio n s , su c h  as s a d n e s s  o r  d is g u s t.  In  

b o th  c irc u m s ta n c e s , th e  p e r fo rm a n c e  req u ire s  th e  o ff ic e r  to g iv e  s o m e th in g  th a t  is  e i th e r  

n o t o f  h im /h e rs e lf ,  o r  to  d e n y  a  p a r t o f  h im /h e rse lf .

T h e re  a re  m a n y  te c h n iq u e s  o ffice rs  use to p e rfo rm  s u rfa c e  a c tin g  s u c c e s s fu lly . 

H u m o u r  is c ite d  as th e  m a jo r  s tra te g y  u sed , and  d u rin g  o b se rv a tio n s  it w a s  n o te d  a s  th e  

m o s t c o m m o n  w a y  o f  e n g a g in g  w ith  p a tien ts : A s on e se n io r  o f f ic e r  s ta te s :

I f  y o u  c a n  m a k e  s o m e o n e  la u g h  o r sm ile  y o u ’v e  g o t th e  b a ttle  h a l f  w o n .

T re a t th e m  lik e  a n  e q u a l. G e t th e ir  m in d  o f f  th e ir  w o rrie s . H a v e  a  jo k e  w ith  

th e m  o r  w h a te v e r . I f  y o u  g e t th e ir  m in d  o f f  w h a t’s h u r t in g  th e m  y o u ’re  

w e ll o n  y o u r  w ay .

(“ J o h n ” , S A O  M e tro  N o .2 9 )

A c c o rd in g  to F ra n c is  (1 9 9 0 ) , h u m o u r as e m o tio n  m a n a g e m e n t in v o lv e s  a  

s o p h is tic a te d  c u ltu ra l p e r fo rm a n c e  w h ic h  s tren g th en s  an d  o f te n  re s to re s  fe e l in g  n o rm s . 

F ra n c is  a lso  s ta te s  th a t h u m o u r  is u sed  to as an  in te g ra tiv e  d e v ic e  th a t e f fe c t iv e ly  

re d u c e s  o r  re d e f in e s  an  e x te rn a l th rea t. T h is  b o n d in g  p ro c e ss  is o f te n  at th e  e x p e n s e  o f  

th e  e x c lu d e d  p e rs o n  o r  p e rso n s .
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A  g o o d  e x a m p le  o f  h o w  h u m o u r is u se d  to a lle v ia te  p a t ie n ts ’ a n d  r e la t iv e s ’ 

a n x ie ty  w h e n  a  m a n  in  h is  e ig h tie s  w a s  tra n sp o rte d  h o m e  fro m  h o s p ita l  a f te r  a  h ip  

re p la c e m e n t o p e ra tio n . O ff ic e rs  n e ed  to  b e  ab le  to  g a u g e  ju s t  h o w  m u c h  h u m o u r  th e y  

c an  ‘d o ’, a n d  in  th is  c a se  th e y  u se d  th e  o p p o rtu n ity  to  m a k e  lig h t o f  a  d e lic a te  s itu a tio n . 

W h e n  th e p a tie n t  a rr iv e d  h o m e , th e  o ff ice rs  sen se d  th a t th e  re la tiv e s  re a lly  n e e d e d  a  lo t 

o f  re a s s u ra n c e  a n d  th e y  s e e m e d  p a r tic u la r ly  an x io u s  a b o u t th e  d if f ic u lty  th e  p a tie n t 

w o u ld  e x p e r ie n c e  w a lk in g  up  th e  fro n ts ta irs . T h e  o ff ice rs  w e re  e x tre m e ly  jo v ia l ,  an d  

jo k e d  w ith  b o th  th e  p a tie n t a n d  h is  re la tiv e s . O n e  o f  th e  y o u n g e r  o ff ic e rs  e v e n  to o k  the 

c ru tc h e s  a n d  ra n  u p  a n d  d o w n  th e fo o tp a th  o u ts id e  th e  h o u se  w ith  th e m . T h e  re la tiv e s  

w e re  n o t o f fe n d e d  b y  th is , a n d  ev en  se e m e d  to a p p re c ia te  th e  m ild  jo k e  at th e  p a t ie n t’s 

e x p en se . T h is  is  a n  in s ta n c e  w h e re  th e  o ff ice rs  n ic e ly  ju d g e d  h o w  m u c h  h u m o u r  w as  

a c c e p ta b le , a n d  in  th is  c a se  th e y  u sed  th e  ‘p e rm is s io n ’ g iv e n  b y  th e  re la tiv e s  to  e n g ag e  

in ‘h o r s e p la y ’.

A n o th e r  e x a m p le  w h e re  h u m o u r w as  u se d  in a  p o te n tia l ly  d if f ic u lt  s itu a tio n  

in v o lv e d  a  w o m a n  in h e r  m id - th ir tie s  w h o  h ad  fa llen  a n d  in ju re d  h e r  b ack . W h e n  th e  

a m b u la n c e  a r r iv e d , sh e  w a s  u n a b le  to  g e t o u t b e d  a n d  th e  o ff ic e rs  h a d  d iff ic u lty  

m a n o e u v r in g  h e r  o n  to th e  s p in e  b o a rd . T h e  o ff ice rs  jo k e d  w ith  h e r  c h ild  w h ile  w h e e lin g  

th e ir  m o th e r  to  th e  a m b u la n c e . O n e  o f  th e  jo k e s  a p p e a re d  to  b e  a t th e  p a t ie n t’s e x p en se , 

b u t  b o th  th e  p a tie n t  a n d  th e  c h ild re n  saw  th e  h u m o u r  in th e  o ff ic e r  d e s c r ib in g  th e  p a tie n t 

as ‘to o  la z y ’ to  w a lk . O n c e  a g a in , th e  o ff ic e rs  ju d g e d  th e  s itu a tio n  a c c u ra te ly , an d  u sed  

th e  a p p ro p r ia te  a m o u n t o f  h u m o u r  to h e lp  a lle v ia te  te n s io n  a n d  s tre ss .

H o w e v e r , th e re  a re  o c c a s io n s  w h e n  h u m o u r e ith e r  fa ils  o r  is n o t a p p re c ia te d . 

W h e n  a fo rm  o f  s u rfa c e  a c tin g  has fa iled , o ff ice rs  h av e  th e  o p tio n  o f  re v e r tin g  to s ile n ce  

o r  c h a n g in g  th e  to p ic  o f  c o n v e rsa tio n  to s tr ic tly  m e d ic a l is su es . In  th e  c a se  o f  lo n g  ha u l
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tr ip s  fro m  c o u n try  a re as  to  p ro v in c ia l h o sp ita ls  an d  v ic e  v e rsa , h u m o u r  as a  s tra te g y  is 

o n ly  o n e  o f  a  w h o  a rra y  o f  te c h n iq u e s  o ff ice rs  u se  to  q u e ll ir r i ta b le  p a tie n ts . A s  th is  

ru ra l o f f ic e r  o f  s ix  y e a rs  in d ic a te s , th e re  is o fte n  a  d if fe re n c e  b e tw e e n  th e  ty p e  o f  su rfa c e  

a c tin g  p e r fo rm e d  o n  a  lo n g  tr ip  in  ru ra l a reas  a n d  sh o rte r  u rb a n  tr ip s :

I th in k  a  lo t o f  a m b u la n c e  o ff ice rs  jo k e  a  lo t o f  th in g s  o f f  a n d  th e y ’v e  g o t 

s ta n d a rd  lin e s  th a t th e y  can  u se  to la u g h  it a w a y  a n d  m a y b e  try  to  g e t th is  

p e rs o n  a ro u n d  th ro u g h  h u m o u r. B u t th e re ’s a  b i t  o f  a  d if fe re n c e  th e re  

b e tw e e n  c ity  an d  c o u n try  to o  b e c a u se  w h e re  I a m  I ’ll p ro b a b ly  h a v e  a  

p a tie n t o n  b o a rd  a  m a x im u m  o f  tw e n ty  m in u te s . So  fo r  m e , i t ’s q u ite  easy .

I c an  p u t  u p  w ith  th e m  a n d  b e  n ic e  to  th e m  fo r th a t  p e rio d  o f  t im e  a n d  th e n  

I c a n  j u s t  re fe r  th e m  o n . B u t w ith  a  c o u n try  p e rs o n  h a v in g  to p u t  up  w ith  a  

w h in g e r  fro m  th e  b a c k  o f  th e  b u sh  to B r is b a n e  o n  a n  IH T  w o u ld  be  

e x tre m e ly  d iff ic u lt. T h e re ’s tw o  in  th e car , an d  i f  b y  th e  e n d  o f  th e  d a y  

y o u ’re  s ta r tin g  to  w e a r  a  b it th in  y o u  can  sw ap  o v e r ....A ll  y o u  can  do  is 

w h a t is w ith in  y o u r  p o w e r  at th e  tim e . A ll y o u  c a n  d o  is t ry  to  b e  fr ien d ly , 

try  to  u n d e rs ta n d  w h e re  th e y ’re c o m in g  from .

(“ E r ic ” , A O  R u ra l N o .2 4 )

F o r  m a n y  o ff ic e rs , u s in g  h u m o u r to m a n ag e  a n x ie ty  is a lso  a  r e c o g n it io n  o f  th e  

h e ig h te n e d  s ta te  o f  v u ln e ra b il i ty  p a tie n ts  fin d  th e m se lv e s  in . O n e  o ff ic e r  d e sc r ib e d  th is  

a sp e c t o f  e m o tio n a l w o rk  as ‘try in g  to c a tc h ’ p a tie n ts  w h o  are  ‘re a lly  re a c h in g  o u t to 

y o u ’. H e  s ta te d  th a t id e a lly , th e  a v e rag e  a m b u la n c e  o ff ic e r  w o u ld  try  to  e m o tio n a lly  

c a tc h  m o s t p a tie n ts . H o w e v e r , d u r in g  th e  d a ily  g rin d  o f  a m b u la n c e  w o rk , th is  is n o t o n ly  

d iff ic u lt , it  is  a lso  u n w is e  b e c a u se  it c an  lead  to  in c re a se d  le v e ls  o f  e m o tio n a l 

e x h a u s tio n .

I t  is s u g g e s te d  h e re  th a t th e  d e c is io n  to “ c a tc h ” so m e  p a tie n ts  a n d  le t o th e rs  “ g o ” 

is  b a se d  u p o n  a  c u ltu ra l a n d  m o ra l e v a lu a tio n  o f  a  p a t ie n t ’s w o r th  a n d  s ta tu s . W h ile  

e m o tio n a l la b o u r  w ith  so m e  p a tie n ts  is c o n s id e re d  p ro d u c tiv e  a n d  in d ic a tiv e  o f  ‘r e a l’ 

a m b u la n c e  w o rk ,w ith  o th e rs  it is c o n s id e re d  e x tra  e ffo rt fo r  little  re tu rn . T h u s , 

‘d e s e rv in g ’ c a s e s  a re  th e  o n e s  th a t o ff ice rs  are  m o re  lik e ly  to  e m o tio n a lly  c a tc h  th ro u g h



d e ep  ac tin g . T h e s e  c a se s  in c lu d e  a n y th in g  to  do  w ith  c h ild re n , e s p e c ia lly  b a b ie s  a n d  

to d d le rs , b la m e le s s  in ju ry  a n d  tra u m a  su c h  as m o to r  v e h ic le  a c c id e n ts  w h e re  th e  in ju re d  

p a r ty  d id  n o t c a u s e  th e  a c c id e n t, o r  se r io u s  tra u m a  th a t is n o t s e lf - in f lic te d  a n d  w h e re  

a d v a n c e d  life  s u p p o r t  sk ills  a re  n e ed e d .

O ff ic e rs  w h o  w o rk e d  in  o u tly in g  u rb a n  e x p a n se s  e x p re s s e d  th e  v ie w  th a t 

‘u n d e s e rv in g ’ c a se s  in c lu d e  d ru g  o v e rd o se s , d ru n k e n n e ss  a n d  in ju r ie s  re la t in g  th e  

in g e s tio n  o f  la rg e  q u a n tit ie s  o f  a lco h o l, co d e  th ree s  w h e re  th e  o ff ic e r  h a d  d e te rm in e d  

th a t  th e  p a tie n t d o e s  n o t re q u ire  th e  se rv ice s  o f  an  a m b u la n c e , a n d  o p p re s s e d  o r  

d is a d v a n ta g e d  g ro u p s  su c h  as a b o rig in e s , h o m e le ss  p e o p le  a n d  n o n -E n g lis h  s p e a k in g  

p e o p le . O f  c o u rse , n o t  e v e ry  p e rs o n  in  o n e  o f  th e  la tte r  c a te g o r ie s  w h o  c a lls  an  

a m b u la n c e  w ill b e  c o n s id e re d  an  u n d e se rv in g  case . H o w e v e r, i f  th e re  is  d o u b t a b o u t th e  

s e v e r ity  o f  th e  c a se , o ff ic e rs  a re  m o re  lik e ly  to ju d g e  th e  p a tie n t m o re  h a rs h ly  th a n  i f  

th e y  w e re  a n g lo -c e lt ic  a n d  m id d le  c la ss . P a lm e r  (1 9 8 3 ) d e sc r ib e d  th e  s la n g  w o rd  fo r 

su c h  c a se s  as ‘p u k e s ’.

In  th e  c o u rs e  o f  o n e  n ig h t sh if t I o b se rv e d  h o w  o ff ic e rs  m a k e  th e  d is tin c tio n  

b e tw e e n  d e s e rv in g  a n d  u n d e s e rv in g  case s . F o r  in s ta n ce , e a r ly  in  th e  sh if t th e  u n it  to  

w h ic h  I w a s  a tta c h e d  tre a te d  a  m a n  in  h is  la te  sev e n tie s  w h o  h a d  a  s u s p e c te d  fra c tu re d  

n e c k  o r  fe m u r. T h e  m a n  w a s  fro m  a n o n -E n g lish  sp e a k in g  b a c k g ro u n d , a n d  th e  o ff ic e rs  

t re a te d  th is  ‘d e s e rv in g ’ c a s e  w ith  te x tb o o k  e ff ic ie n cy , a c c u ra c y  a n d  e m o tio n a lity . T h e y  

w e re  e x tre m e ly  k in d  a n d  g e n tle , a n d  e x te n d e d  m a n y  c o u rte s ie s  to  h im  a n d  h is  sp o u se  

su c h  as c h e c k in g  th a t h is  h o u s e  w a s  f irm ly  secu red  b e fo re  th e y  d e p a r te d  fo r  th e  h o sp ita l. 

C o n v e rse ly , la te r  th a t n ig h t, th e  sa m e  o ff ice rs  tre a te d  a  d ru n k e n  m a n  in  h is  tw e n tie s  w h o  

h ad  fa llen  o v e r  a n d  c u t h is  h ead . T h e  m a n  h ad  a ttra c ted  th e  a tte n tio n  o f  s e v e ra l o th e r  

d ru n k e n  re v e lle rs  a n d  th is  g ro u p  w as  b e g in n in g  to trea t th e  m a n  as a  so u rc e  o f
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e n te r ta in m e n t in  f ro n t o f  an  in n e r  c ity  h o te l. T h e  p a tie n t w as  v e ry  a g g re s s iv e  a n d  sw o re  

a t o ff ic e rs  w h e n  th e y  tr ie d  to  lo o k  in to  h is  ey es  to a ssess  h im . T h e  o f f ic e r  re s p o n d e d  b y  

s a y in g  n o th in g , b u t  g ra b b in g  h is  ch in  a n d  p u sh in g  it o u t o f  th e  l ig h t o f  th e  to rc h . T h e  

p o lic e  in  a tte n d a n c e  w e re  a tte m p tin g  to c a lm  th e  m a n  b y  try in g  to  te ll  h im  th a t  th e  

a m b u la n c e  o ff ic e rs  w e re  try in g  to  h e lp  h im . T h e  o ff ic e rs  a p p e a re d  e x tre m e ly  n o n 

p lu s s e d  at th e  a c tu a l sc e n e , b u t  w h e n  th e  m a n  go t in to  th e  a m b u la n c e  h e  c a lm e d  d o w n  

a n d  b e c a m e  re m o rs e fu l. A f te r  th e  o ffice rs  h ad  tra n sp o rte d  h im  to  th e  h o s p ita l ,  th e y  

ta lk e d  a b o u t th e  c a s e  in  a  c y n ic a l a n d  d isp a rag in g  w ay , a p p e a r in g  c o n te m p tu o u s  o f  th e  

m a n ’s la ck  o f  s e lf -c o n tro l a n d  se lf-re sp ec t. T h e  o ff ice rs  la c k e d  s y m p a th y  a b o u t th e 

m a n ’s s itu a tio n  a n d  m a d e  jo k e s  a b o u t h im  on  th e  w a y  b a c k  to th e  s ta tio n . In  th e se  

p a r tic u la r  s i tu a tio n s , m o s t n o ta b ly  in  u rb an  a reas , a m b u la n c e  o ff ic e rs  w e re  se e n  to  ta k e  

o n  a  d e m e a n o u r  s im ila r  to  th a t  o f  th e  p o lice .

T h e  fo llo w in g  e x c e rp t fro m  fie ld n o te s  d e sc rib e s  an  e x tre m e  e x a m p le  o f  h o w  

o ff ic e rs  tre a t u n d e s e rv in g  c a se s . It is a lso  an  illu s tra tio n  o f  w h a t h a p p e n s  w h e n  o ff ic e rs  

fail to  do  th e  e m o tio n  w o rk  n e e d e d  in o rd e r  to c o m m u n ic a te  w ith  d if f ic u l t  a n d  a b u s iv e  

p a tie n ts :

T h e  f irs t c a se  w a s  a  c o d e  o n e  in  th e c ity . A n  u n c o n sc io u s  c o lla p se . W e  

w e n t to  th e  d e s ig n a te d  s tre e t b u t fo u n d  n o -o n e  th e re . W e  th e n  w e n t a ro u n d  

th e  b lo c k  a n d  f in a lly  fo u n d  a  v e ry  in to x ic a ted , a g g re ss iv e  m a n  in  h is  s ix tie s  

w a n d e r in g  in  th e  p a th  o f  o n c o m in g , p e a k  h o u r  tra ff ic . H e  re fu s e d  tre a tm e n t 

a n d  d id n ’t w a n t to  b e  ta k e n  a n y w h ere . T h e  tw o  m a le  o ff ic e rs  c a lle d  th e  

p o lic e  a n d  b e c a m e  e x tre m e ly  im p a tie n t w ith  th e  d ru n k e n  m a n . A n o th e r  

m a n  w h o  w a s  a lso  d ru n k  tu rn e d  up  a t th e  sce n e  a n d  tr ie d  to  ta k e  th e  m a n  

a w ay . T h e  o ff ic e rs  to ld  h im  to  le av e  th e  m a n  a lo n e . T h is  re q u e s t b e g a n  a  

h e a te d  e x c h a n g e  b e tw e e n  o n e  o f  th e  a m b u la n c e  o ff ic e rs  a n d  th e  s e c o n d  

d ru n k e n  m a n ...A t o n e  p o in t o n e  o f  th e  o ff ice rs  sw o re  a t th e  s e c o n d  m a n  

a n d  th is  in f la m e d  th e  s itu a tio n  ev en  m o re . T h e y  to ld  th e  m a n  th a t th e y  

w e re  b o u n d  b y  la w  to  rem a in  at th e  scen e  to p ro te c t th e  m a n  fro m  w a lk in g  

o u t o n  to th e  ro a d  in  fro n t o f  th e  tra ff ic . A fte r  a b o u t f if te e n  m in u te s  o f  

h a ra n g u in g  th e  p o lic e  fin a lly  a rriv ed  at th e  scen e . W h e n  th e  m a n  s ta r te d  to 

a b u se  th e m  th e y  to ld  h im  to shu t up and  he c o m p lie d  w ith  th e ir  re q u e s t.

(F ie ld  n o te s , C ase  N o .53 F e b ru a ry  1995  B r is b a n e  R e g io n )



I t  n e e d s  to  b e  s tre s se d  th a t th is  e x a m p le  o f  fa ilu re  to do  th e  a p p ro p r ia te  e m o tio n  

w o rk  w a s  e x tre m e  a n d  ra re , a n d  re p re se n ts  o n ly  o n e  o f  fo u r  s itu a tio n s  I o b s e rv e d  w h e re  

o ff ic e rs  w e re  e ith e r  ru d e , d is m is s iv e  o r  a n g ry  to w a rd s  p a tie n ts .

D u rin g  th e  c o u rse  o f  an  a v e ra g e  d a y  sh ift, o ff ice rs  tra n sp o rt c o d e  th re e s  o r  n o n 

u rg e n t  case s . T h e s e  c a se s  d o  n o t  u su a lly  in v o lv e  a  h ig h  le v e l o f  te c h n ic a l sk ill , b u t  th e y  

o f te n  d o  in v o lv e  a  c o n s id e ra b le  a m o u n t o f  su rfa c e  ac tin g . M a n y  c o d e  th re e  p a tie n ts  a re  

o ld e r  w o m e n , m o s t  o f te n  fra il, a n d  s o m e tim e s  su ffe rin g  fro m  d e m e n tia . M a n y  o ff ic e rs  

e x p re s s e d  a  s ig n if ic a n t a m o u n t o f  a m b iv a le n c e  to w a rd s  th e se  p a tie n ts . W h ile  a ll o ff ic e rs  

I o b s e rv e d  tra n s p o r tin g  th e se  p a tie n ts  e x p re sse d  e ith e r  p o s itiv e  e m o tio n s  o r  a ffe c tiv e  

n e u tra li ty , in  m a n y  c a se s  o ff ic e rs  e x p re sse d  d is lik e  o r  d is c o m fo rt a b o u t th e se  c a se s  to  

o th e r  o ff ic e rs  a f te r  th e se  p a tie n ts  h a d  b e e n  tra n sp o rte d .

O n e  y o u n g e r  o ff ic e r  re fe rre d  to co d e  th re es  as ‘g ra n n y -b u s tin g ’. O th e rs  re fe r re d  

to  th e se  cases  as ‘h u m p e rs ’ o r  ‘g e r ie s ’. O ffice rs  w h o  fo u n d  co d e  th re e s  te d io u s  w e re  

m o re  lik e ly  to  o b je c t ify  th e ir  p a tie n ts  in th is  w ay . H o w ev e r, e v en  in  co d e  o n e s  in v o lv in g  

o ld e r  w o m e n , o ff ic e rs  w e re  o b se rv e d  to  b e  am b iv a len t. O n e  su c h  c a se  in v o lv e d  a 

w o m e n  in  h e r  e ig h tie s  w h o  c o lla p se d  w h ile  w a itin g  fo r th e  b a n k  to  o p en . A  c ro w d  h ad  

a lre a d y  g a th e re d  a n d  w a s  w a tc h in g  in te n s e ly  h o w  th e  o ff ic e rs  w e re  tre a tin g  th e  p a t i e n t . 

T h e y  a p p e a re d  e x tre m e ly  g e n tle  an d  k in d , u s in g  e n d e a rm e n ts  su ch  as ‘lo v e ’ a n d  ‘d e a r ’ . 

A f te r  th is  w o m a n  w a s  tra n s p o r te d  to th e  h o sp ita l, th e  o ff ice rs  w h o  tre a te d  h e r  w e n t b a c k  

to  th e ir  s ta t io n  a n d  jo k e d  c a llo u s ly  a b o u t th e  case  b e in g  a n o th e r  c a se  o f  ‘g ra n n y -  

b u s t in g ’.

T h e se  d is p a ra g in g  s te re o ty p e s  p e rfo rm  tw o  fu n c tio n s . F irs tly , th e y  c re a te  

e m o tio n a l d is ta n c e  b e tw e e n  th e  o ff ic e r  a n d  th e o ld e r p a tien t. T h is  is n e c e s sa ry  fo r th e  

(u s u a lly )  y o u n g e r  o ff ic e r  is d o in g  w h a t is d e e m e d  by  so c ie ty  as in a p p ro p r ia te  for h im  - a
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y o u n g e r  m a n  p u b lic ly  c a r in g  fo r  an  o ld e r  w o m a n . T h e  se c o n d  fu n c tio n  th e se  s te re o ty p e s  

s e rv e  to  d is so c ia te  th e  o ff ic e r  fro m  th e  fe a r  o f  ag e in g , d is e a se  a n d  d e a th . A s o n e  o f f ic e r  

o f  tw e n ty  y e a rs  e x p la in s , th is  k in d  o f  e m o tio n a l d is ta n c in g  is a  v ita l p a r t  o f  th e  jo b  fo r  

o ff ic e rs  w h o  a re  b a re ly  o u t o f  a d o le sc en c e :

A m b u la n c e  O ff ic e rs  d is so c ia te  v e ry  w e ll. I m e an , h o w  c an  y o u  n o t?  T h e  

a m b u la n c e  s e rv ic e  is  n o w  m a d e  u p  o f  o ff ice rs  in  th e ir  la te  te e n s  to  e a r ly  

th ir tie s  w h o  h a v e  a ll g o t fa m ilie s  a n d  th e y  p u ll k id s  o u t o f  p o o ls  a n d  g o  to 

m o to r  a c c id e n ts . In  a  lo t o f  c a se s  th e y ’re  tre a tin g  e ld e r ly  p e o p le  a ro u n d  th e  

sam e  a g e  as th e ir  p a re n ts  w ith  th e  sam e  sort o f  c o m p la in ts . I f  th e y  d o n ’t 

d is so c ia te  th e m s e lv e s  w ith  th a t p a tie n t e m o tio n a lly  th e y  g e t c a u g h t u p  in  

th e  w e b  o f  th e m se lv e s . A n d  o c c a s io n a lly  you  do.

(“J o h n ” , S A O  M e tro  N o .2 9 )

A s o n e  o ff ic e r  e x p la in e d , e m e rg e n c y  se rv ic e  w o rk e rs  a re  e x p o se d  to  m o re  

e m o tio n a lly  d is tre s s in g  s itu a tio n s  in  th e  c o u rse  o f  o n e  sh if t th a n  th e  m a n y  p e o p le  w o u ld  

e x p e r ie n c e  in  a  year. T h is  u n sa n itise d  e x p e rie n c e  o f  th e  so c ia l w o r ld  is o n e  th a t  m o s t 

o ff ic e rs  c o m e  to  a c c e p t as ‘p a rt o f  th e  j o b . ’ O ffice rs  a lso  ju s t i fy  th e ir  te n d e n c y  to 

d is ta n c e  th e m s e lv e s  e m o tio n a lly  as p a r t o f  th e  p ro c e ss  o f  d e v e lo p in g  a  v e n e e r . T h e  

fo llo w in g  q u o te  is fro m  an  o ff ic e r  o f  e ig h t years  e x p e r ie n c e  w h o  e x p la in s  th a t 

d e v e lo p in g  s u c h  a  sh ie ld  is im p o r ta n t p a r t  o f  a c tin g  o u t th e  p ro fe s s io n a l ro le  o f  th e  

a m b u la n c e  o ffice r:

A  lo t o f  p e o p le  m a y  b e  u p se t b u t y o u  ju s t  h a rd e n  b e c a u s e  y o u  d o  se e  so  

m u c h  o f  d e a th  a n d  d y in g ... i t ’s ju s t  a  p a rt o f  life. W e ’re n o t is o la te d  fro m  it 

th e  w a y  th e  g e n e ra l p u b lic  is. Y e a rs  ago  e v e ry o n e  saw  d e a th  a n d  d y in g . 

T h e re  w a s  a  lo t m o re  b lo o d  a ro u n d , w e  k ille d  o u r  o w n  a n im a ls . I t ’s n o t th a t  

w e ’re  n e c e s s a r i ly  sp e c ia l, i t ’s ju s t  th a t w e  k eep  se e in g  w h a t m o s t p e o p le  

saw  fo r ty  o r  f if ty  y e a rs  ag o . W e  a lso  g e t to see  a  lo t m o re  in a p p ro p r ia te  

b e h a v io u r  a n d  p e o p le  try in g  to  co p e  w ith  th in g s . I f  y o u  d o n 't  h a v e  th a t 

v e n ee r, i f  y o u  d o n ’t h a v e  so m e  h a rd n e ss , y o u ’re n o t g o in g  to  su rv iv e . W e ll , 

th a t’s m y  o p in io n .

(“ W a y n e ” , A O  P ro v in c ia l  N o. 13)
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T h e re fo re , s u rfa c e  a c tin g  is n o t o n ly  a  s tra teg y  fo r  m a n a g in g  p a t ie n ts ’ e m o tio n s ,

it  is a lso  c o n s id e re d  a n  im p o r ta n t m e th o d  in  m a n a g in g  o n e ’s o w n  e m o tio n s . M a n y

o ff ic e rs  a d m it th a t  d e v e lo p in g  an  e x tre m e  fo cu s  at th e  sc e n e  o f  m a jo r  tra u m a , w h a t  th e y

d e sc r ib e  as tu n n e l  v is io n , is th e  m o s t c o m m o n  m e th o d  o f  s u p p re s s in g  o r  d e n y in g

in d iv id u a l e m o tio n a l re s p o n se s . T h is  fo rm  o f  a ffe c tiv e  n e u tra li ty  is  a lso  c o n s id e re d

n e c e s s a ry  fo r  b o th  m a n a g in g  th e  a n x ie ty  o f  th e  p a tie n t, an d  a p p e a rin g  ‘p ro f e s s io n a l ’ :

Y o u  b e c o m e  m o re  jo b  o rie n ta te d . Y o u  see  th e  p a tie n t as  a  jo b . Y o u  se e  th e  

p a tie n t h a s  th is  a n d  I m u s t do  th is , th is  an d  th is  a n d  g e t th e m  to  h o s p ita l .

Y o u  d o n ’t see  th e m  as a  p e rso n . O n ce  y o u  g e t th e m  se tt le d  d o w n  y o u  

m ig h t  g iv e  th e m  so m e  re a ssu ra n c e . I t d ep en d s  o n  th e  case . I f  so m e o n e  is  a  

b it a p p re h e n s iv e , p a r t  o f  th e  jo b  is to ge t th e ir  h e a r t ra te  d o w n  a n d  to  do  

th a t y o u ’v e  g o t to  g e t th e m  ca lm er. B u t y o u  do  g e t jo b  o rie n te d . I f  I h a d  a  

c a se  w h e re  th e y  w e re  m y  re la tiv e s , th en  th ey  m ig h t b e  u p s e tt in g  m y  

p e rc e p tio n  o f  h o w  th e  jo b  sh o u ld  b e  g o in g . B u t i f  s o m e o n e  g e n u in e ly  

n e e d s  h e lp , y o u  ju s t  h a v e  to  do  th e  jo b  as p ro fe s s io n a lly  as p o s s ib le . I t ’s a  

p ro fe s s io n a l th in g . Y o u  h a v e  to c lo se  it out. I t ’s v e ry  h a rd  to  e x p la in .

(“ W a y n e ” , A O  P ro v in c ia l  N o . 13)

T h u s , o f f ic e r s ’ p e rc e p tio n  o f  p ro fe s s io n a lism  in v o lv e s  s u c c e s s fu l  

a c c o m p lis h m e n t o f  an  a f fe c t iv e ly  n e u tra l p e rfo rm an ce . In  th is  re sp e c t, a m b u la n c e  

o ff ic e rs  a re  n o t u n iq u e . W h a t d o es  d is tin g u ish  a m b u la n ce  o ff ic e rs  is th e  d e g re e  to  w h ic h  

th e y  fin d  th e m s e lv e s  in  s itu a tio n s  th a t ca ll u p o n  th em  to e n g a g e  in  d e ep  a c tin g .

D e e p  A c t i n g

T h e  m o s t  c o m m o n  d e ep  a c tin g  te ch n iq u e  to w h ic h  o ff ic e rs  re fe r re d  w a s  a  

p ro c e ss  w h e re b y  th e  p a tie n t  w a s  o b je c tif ie d . T h e  o ff ice rs  d e v e lo p  th e  im a g e  o f  th e  

p a tie n t as a  ‘th in g ’ o r  ‘p ie c e  o f  m e a t’, an d  in  d o in g  so , te m p o ra r i ly  s u s p e n d  a n y  

e m o tio n a l a t ta c h m e n t th e y  m a y  h a v e  to  th e p a tie n t as a  h u m a n  b e in g . W h ile  m o s t 

o ff ic e rs  w o u ld  a d m it  th a t  th is  s tra te g y  is o n e  th a t sh o u ld  n o t b e  u se d  f re q u e n tly , m a n y  

o ff ic e rs  e x p la in e d  th a t h ig h  le v e ls  o f  s tre ss  and  em o tio n a l e x h a u s tio n  m a y  e n c o u ra g e



o v e ru se  o f  th is  s tra teg y . O n e  o ff ic e r  ju s t if ie s  th e u se  o f  th is  te c h n iq u e  b y  p o in t in g  ou t 

th a t th e  d eep  a c tin g  s tra te g ie s  a re  n o  d iffe re n t to th o se  u se d  b y  o th e r  h e a lth  

p ro fe s s io n a ls :

It is a  b a la n c in g  act. T h e  a n a lo g y  o f  a  p ie ce  o f  m e a t w a s  g iv e n  to m e  e a r ly  

o n  in  m y  a m b u la n c e  c a re e r  an d  i t ’s rig h t. I m e an , i t ’s a  te r r ib le  te rm . B u t 

th e  a n a lo g y  I w a s  g iv e n  w a s  th a t a  su rg e o n  tre a ts  a  p a tie n t as a  p ie c e  m e a t  

a n d  d o e s  h is  b e s t  p o s s ib le  jo b  o n  it. C arv es  it th e  M ic h e a la n g e lo  c a rv e d  

D a v id  a n d  th e n  p u ts  it b ack . A n d  th a t’s th e  w a y  a m b u la n c e  

o ff ic e r /n u rs e s /p a ra m e d ic s  do  th e ir  jo b . I f  th e y  g e t e m o tio n a lly  t ie d  to  it 

th e n  th e y  c a n ’t  e f fe c t iv e ly  do  th e  jo b .

(“ B il l” , A O , M e tro , N o .4)

T h is  p ro c e s s  d o c u m e n te d  b y  S m ith  an d  K le in m a n  (1 9 8 9 ) in  th e ir  s tu d y  o f  h o w  

m e d ic a l s tu d e n ts  le a rn  to m a n a g e  th e ir  e m o tio n s , e x p la in s  th is  te n d e n c y  to w a rd s  

o b je c t if ic a tio n  b y  d ra w in g  c o m p a r iso n s  b e tw e e n  th e  so c ia lis a tio n  p ro c e s s e s  o f  m ili ta ry  

re c ru its  an d  m e d ic a l s tu d e n ts . B o th  u n d e rg o  a p ro c e ss  o f  d e s e n s itis a tio n  w h e re  e m o tio n s  

are  b lu n te d  b y  s le e p  d e p r iv a tio n  an d  c h an g e s  in  th e  w ay  s tu d e n ts  p e rc e iv e  b o d ie s .

W h ile  s o m e  o ff ic e rs  m a y  o v e ru se  th e  su rface  a n d  d e ep  a c tin g  s tra te g ie s  n e e d e d  

to a c h ie v e  e m o tio n a l d is ta n c in g , o th e rs  a re  p ro n e  to e m o tio n a l o v e r  ra p p o r t  w ith  

p a tie n ts , p a r tic u la r ly  th o s e  p a tie n ts  w h o  re m in d  th e  o ff ic e r  o f  a  re la tiv e , c h ild  o r  lo v e d  

on e . M a n y  o ff ic e rs  I s p o k e  to  e x p la in e d  th a t a ll o ff ice rs  a re  p ro n e , a t so m e  tim e  d u rin g  

th e ir  c a re e rs , to  c o m m u n ic a te  in a p p ro p ria te  e m o tio n a l m e ssa g e s  to  th e  re la tiv e s  o f  th e  

d y in g  p a tie n t, b e c a u s e  o ff ic e rs  fin d  it d if f ic u lt to re c o n c ile  th e ir  l i fe s a v in g  ro le  w ith  th e  

v e ry  re a l p o s s ib i l i ty  o f  lo s in g  th e  p a tien t.

O n e  tra in in g  o ff ic e r  o f  f if teen  y e a rs  e x p la in s  th a t a p p ro p r ia te  t r a in in g  is 

n e c e s sa ry  so th a t o ff ic e rs  c a n  c o p e  w ith  th e  e m o tio n a l d e m a n d s  o f  re la tiv e s  d u r in g  h ig h  

s tre ss  c a se s  su c h  as c a rd ia c  a rrest:
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W h e n  I u se d  to d o  tra in in g  I ta u g h t p e o p le  b y  d o in g  sc e n a rio s . A n d  th e  

ty p ic a l s ce n a rio  w a s , a n d  I ’d se t it up , th e  o ff ic e r  d r iv in g  th e  a m b u la n c e , 

th e  w ife  in  th e  fro n t o f  th e  car , a n d  th e  tw o  o ff ic e rs  in  th e  b a c k  d o in g  C P R .

T h e  w ife  tu rn s  to  th e  o ff ic e r  d r iv in g  a n d  say s , “ Is  h e  g o in g  to  b e  a ll r ig h t? ”

N o w  th e  th in g  y o u  w a n t to  say  is, y e s , h e  is. N o w  th e  re a li ty  is y o u  c a n ’t 

say , y e s  h e  is. So  I u se d  to  te a c h  th e m  b y  ro le  p la y  a n d  th e y ’d  a ll say , h e ’s 

g o in g  to  b e  all r ig h t. A n d  I ’d  say , h o w  d o es  sh e  fe e l a b o u t th a t ? S h e  lo o k s  

b a c k , s h e ’s see n  T V , sh e  k n o w s  th a t  w h e n  th e y  do  C P R  y o u ’re  n o t  d o in g  

rea l w e ll w h e n  s o m e o n e ’s p u m p in g  u p  an d  d o w n  o n  y o u r  ch es t. I m e a n  , 

y o u ’d  lo v e  to  say  to  p e o p le , “h e ’s g o in g  to  b e  all r ig h t ,”  b u t y o u  c a n ’t.

(“ E d d ie ” , S A O , P ro v in c ia l  N o . 17)

M o s t o f  th e  o ff ic e rs  w h o  h ad  b e e n  in  th e  s e rv ice  fo r a  n u m b e r  o f  y e a rs , d e s c r ib e d  

c irc u m s ta n c e s  w h e re  th e y  h a d  g iv e n  fa lse  h o p e  to  a  p a tie n t o r  re la tiv e  b e c a u s e  th e y  w e re  

u n s u re  o r  u n a b le  to  p e rfo rm  th e  k in d  o f  e m o tio n a l la b o u r sp e c if ic  to  th a t  c o n te x t. 

O ff ic e rs  s ta te d  th a t th e y  w e re  m o s t lik e ly  to fa il in  th e ir  e ffo rts  to  e n g a g e  in  d e e p  a c tin g  

a t th e  e n d  o f  a  se r ie s  o f  n ig h t sh if ts , a f te r  a  se r ie s  o f  co d e  o n e s  in o n e  sh ift, o r  w h e n  th e y  

fa ile d  to d is so c ia te  su c c e ss fu lly .

C ase s  in v o lv in g  c r it ic a lly  ill c h ild re n  w ere  c ite d  as th e  m o s t r is k y  in  th is  

in s ta n c e . T h is  is s im ila r  fo r  th e  m a jo r ity  o f  e m e rg e n c y  se rv ice  p e rso n n e l, m o s t o f  w h o m  

c ite  c a se s  in v o lv in g  th e  d e a th  o f  o r  se r io u s  in ju ry  to  c h ild re n  as th e  m o s t e m o tio n a lly  

c h a lle n g in g . T h e  c a se s  I  o b se rv e d  th a t in v o lv e d  c h ild re n  a lw ay s  e v o k e d  a  ‘d if f e r e n t’ 

re s p o n s e  f ro m  o ff ic e rs  in  th a t th e y  a p p e a re d  to  w o rk  a t a  fa s te r  p a ce . O n e  o ff ic e r  

e x p la in e d  th a t a p a r t fro m  th e  fac t th a t m a n y  o ff ice rs  h a d  y o u n g  c h ild re n  th e m s e lv e s , 

th e y  a lso  fee l a d d e d  p re s su re  to  a lw a y s  ‘tu rn  th e  s itu a tio n  a ro u n d ’ w ith  c h ild re n , 

re g a rd le s s  o f  th e  s e v e r ity  o f  th e  tra u m a  th e  c h ild  is su ffe rin g . T h is  d e m a n d s  o f  o f f ic e rs  a 

d ra m a tu rg ic a l p e rfo rm a n c e  th a t is q u ite  d is tin c t fro m  a d u lt c ase s . T h e  m o s t e x tre m e  

e x a m p le  o f  th is  is fo u n d  in  c o t d e a th  c a se s , w h e re  o ffice rs  h a v e  b e e n  k n o w n  to p e rfo rm  

C P R  o n  c h ild re n  w h o  h a v e  b e e n  d e ad  fo r  so m e  tim e. T h e  fo llo w in g  q u o te  fro m  an
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o ff ic e r  o f  e ig h t y e a rs  e x p e r ie n c e  illu s tra te s  th e  e x tre m e  e m o tio n a l a n d  p h y s ic a l p re s su re

o ff ic e rs  f in d s  th e m s e lv e s  u n d e r  d u r in g  th e  c o u rse  o f  a tte m p tin g  to  sav e  a  c h i ld ’s life :

W h e n  y o u  w a lk  in to  a  sc e n e  w h e re  th e r e ’s a  c h ild  w h o  is ill, i f  i t ’s a  S ID S  

o r  s o m e th in g , th e r e ’s so  m u c h  e x p e c ta tio n  o n  y o u . T h e  p a re n ts , e s p e c ia lly  

w ith  S ID S , k n o w  th e  c h i ld ’s d ead . Y o u  k n o w  th e  c h ild ’s d ead . B u t i f  th e  

c h i ld ’s s till  w a rm  y o u  h a v e  to  g iv e  th e m  ev e ry  o p p o rtu n ity . W e  w o rk e d  o n  

o n e  o n c e ... T h e re  w a s  fo u r  o f  u s  ... W e  g o t th e  k id  b a c k  b u t h e  e n d e d  u p  

b e in g  a  v e g e ta b le ... B u t n o n e  o f  u s  w o u ld  s to p ...so m e th in g  w o u ld  h a p p e n  

a n d  th e  o th e rs  w o u ld  k e ep  on . W e c o u ld n ’t m a k e  a  d e c is io n  to  s to p  b u t  w e  

g o t h im  b a c k . Y o u  see , th e re ’s so m u c h  e x p e c ta tio n  o n  us w h e n  w e  g o  in to  

a  s itu a tio n  w e  c a n ’t tu rn  a ro u n d  a n d  go  to p ie c e s  b e c a u se  th en  w e ’re  n o t 

d o in g  o u r  jo b .

(“ E th a n ” , A O  M e tro  N o .2 0 )

T h e  d e a th  o f  a  c h ild  is p ro b a b ly  o n e  o f  th e  fe w  in s ta n c e s  w h e re  a  s tro n g  

e m o tio n a l re a c t io n  to  a  c a se  is le g itim ise d . W h ile  se v e ra l y o u n g e r  o ff ic e rs  e x p re s s e d  

d is q u ie t  a b o u t th is , m o s t o ff ic e rs  b e lie v e d  th a t th a t an  in c re a se  in  th e  a c c e p ta n c e  o f  

p u b lic  d isp la y s  o f  g rie f, i f  o n ly  fo r c h ild re n , is a  p o s itiv e  c h an g e  w ith in  th e  e m o tio n a l 

c u ltu re  o f  th e  Q A S .

In  s u m m a ry , th e  m a jo r ity  o ff ic e rs  in te rv ie w e d  a n d  o b s e rv e d  c ite d  e m o tio n a l 

la b o u r  as an  im p o r ta n t ‘to o l ’ in  th e  a m b u la n c e  o f f ic e rs ’ re p e rto ire  o f  sk ills . D u r in g  th e 

c o u rs e  o f  h o u rs  o f  o b s e rv a tio n  o n  th e  ro a d  an d  th ro u g h  in -d e p th  in te rv ie w s , th e  o ff ic e rs  

d e sc r ib e d  a  n u m b e r  o f  s u rfa c e  an d  d eep  a c tin g  te c h n iq u e s  u tilis e d  in  th e  p e r fo rm a n c e  o f  

e m o tio n a l  la b o u r. T h e se  in c lu d e d  m a n a g in g  th e  e m o tio n s  o f  p a tie n ts  th ro u g h  e x h o r t io n  

a n d  s u p p re s s io n  o f  e m o tio n . T h e  sp e c if ic  te c h n iq u e s  in c lu d e d  u se  o f  h u m o u r  to  m a n a g e  

a n x ie ty , th e  a v o id a n c e  o f  fa lse  h o p e , e m o tio n a l d is ta n c in g  th ro u g h  d e v e lo p in g  tu n n e l 

v is io n , d is p a ra g in g  s te re o ty p e s , a n d  th e  c a te g o ris a tio n  o f  p a tie n ts  in to  d e s e rv in g  a n d  

u n d e s e rv in g  c a se s . O ff ic e rs  a lso  sp o k e  o f  th e  p ro c e ss  o f  h a rd e n in g  th ro u g h  d e v e lo p in g  

a n  e m o tio n a l v e n e e r  o f  a f fe c tiv e  n e u tra li ty  an d  p ro fe ss io n a lism .



A  s ig n if ic a n t w o rk  p ra c tic e  th a t o c cu rs  o n  a  d a ily  b a s is  is th e  p h y s ic a l  a n d  

e m o tio n a l s w itc h in g  b e tw e e n  c o d es  o n e , tw o  a n d  th ree . O th e r  c a te g o r ie s  o f  c a se s  

in c lu d e  ‘s p e c ia ls ’, w h e re  a n  a m b u la n c e  is  re q u ire d  fo r  a  s p o rtin g  o r  c u ltu ra l e v e n t  s u c h  

as a  w e e k e n d  fo o tb a ll m a tc h  o r  a  ro c k  c o n ce rt.

A m b u la n c e  o ff ic e rs  le a rn  w h a t k in d  o f  co d e  th e y  w ill b e  a tte n d in g  th ro u g h  th e  

fo llo w in g  c h an n e ls : th e  p h o n e  a t th e ir  s ta tio n ; a t th e  a c c id e n t a n d  e m e rg e n c y

d e p a r tm e n t o f  th e  h o s p ita l  w h e re  th e y  h a v e  ju s t  c o m p le te d  a  ca se ; th e  ra d io  in  th e  

a m b u la n c e  itse lf; o r  tw o -w a y  ra d io . In  la rg e  s ta tio n s , th e cases  c a lle d  o u t o v e r  a  p u b lic  

a d d re ss  sy s te m . C o d es  c a n  a lso  b e  u p g ra d e d  o r d o w n  g ra d e d  en  ro u te . In  th e  c a s e  o f  a  

c o d e  o n e , w h ic h  re q u ire s  an  im m e d ia te  re sp o n se  b y  th e  Q A S , d e ta ile d  in fo rm a tio n  a b o u t 

th e  c a se  is g iv e n  to  th e  o ff ic e rs  en  ro u te  to th e  sce n e  o f  th e  trau m a .

C o d e  o n e s  u su a lly  in v o lv e  s ire n s  a n d  f la sh in g  lig h ts  as w e ll as in c re a s e d  sp ee d . 

T h e  q u a lity  o f  th e  in fo rm a tio n  g iv e n  to th e  a m b u la n c e  o ff ice rs  b y  th e  c o m m u n ic a tio n s  

c e n tre  e n  ro u te  is d e p e n d e n t u p o n  h o w  m u c h  in fo rm a tio n  th e  c o m m u n ic a tio n s  c e n tre  

o p e ra to rs  re c e iv e d  fro m  th e  p e rs o n  w h o  m a d e  th e  in itia l c o n ta c t w ith  th e  a m b u la n c e . 

C o d e  tw o  c ase s  a re  c o n s id e re d  le ss  u rg e n t in  th a t th e y  re q u ire  an  a m b u la n c e  to  re a c h  th e  

sc e n e  o f  th e  c a se  in  le ss  th a n  tw e n ty  m in u te s . C o d e  th re e  case s  a re  d is p a tc h e d  w h e n  an  

a m b u la n c e  v e h ic le  b e c o m e s  a v a ila b le . M o s t  co d e  th re e s  o r  ‘c l in ic s ’ , p a r t ic u la r ly  th o s e  

th a t h a v e  b e e n  p re v io u s ly  b o o k e d , o c c u r  in  th e  m o rn in g s  an d  la te  a f te rn o o n . In  s o m e  

c a se s , an  a m b u la n c e  b u s  tra n s p o r ts  p a tie n ts  w h o  a re  ab le  to sit u p  fo r  th e  d u ra tio n  o f  th e  

jo u rn e y . T h is  s e rv ic e  is a v a ila b le  fo r p a tie n ts  w h o  re q u ire  o n g o in g  tre a tm e n t, s u c h  as  

c h e m o th e ra p y , b u t w h o  d o  n o t h a v e  an y  a c c e ss  to su ita b le  tra n sp o rt o r  so c ia l su p p o rt.
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O n e  o f  th e  m o s t e n jo y a b le  a n d  fru s tra tin g  p a r ts  o f  a m b u la n c e  w o rk  is  th e  

u n p re d ic ta b i li ty  o f  e a c h  sh if t. A n  o ff ic e r  m a y  b e  k e p t b u s y  w ith  m a n y  c o d e  th re e s  in  th e  

m o rn in g , o n ly  to fin d  th a t  th e  a f te rn o o n  is q u ie t. T h e n  ju s t  b e fo re  th e  en d  o f  th e  sh ift, 

th e  o f f ic e r  m a y  b e  c a lle d  to  se v e ra l co d e  o n e  cases. A lth o u g h  th e re  is a  c e r ta in  a m o u n t 

o f  p re d ic ta b i l i ty  in  te rm s  o f  w h e n  c e r ta in  c a se s  m ig h t o c cu r , th e  a m b u la n c e  o f f ic e r  c an  

n o t s a fe ly  p re d ic t e x a c tly  w h a t h e  o r  sh e  w ill b e  d o in g  o n  a n y  o n e  sh ift.

C o d e  th re e s  m a k e  u p  th e  b u lk  o f  a n  a m b u la n c e  o f f ic e rs ’ w o rk , p a r t ic u la r ly  o n  

d a y  sh if ts  an d  d u r in g  th e  e a r ly  p a r t o f  n ig h t sh if ts . A lth o u g h  c o d e  th re e s  in v o lv e  le ss  

te c h n ic a lly  sk ille d  w o rk  th a n  co d e  o n es  o r  tw o s , th e y  do  in v o lv e  c o n s id e ra b le  a m o u n t o f  

e m o tio n a l la b o u r. H o w e v e r , th e re  is no  c o m p u ls io n  to p e rfo rm  e m o tio n a l la b o u r  d u rin g  

c o d e  th re e s , a n d  m a n y  o ff ic e rs  e x p re ss  a m b iv a le n c e  re g a rd in g  h o w  m u c h  ‘s k i l l ’ is 

in v o lv e d  in  th e se  c a se s . S o m e  o ff ic e rs  a re  o p e n ly  fran k  a b o u t th e ir  a s s e s s m e n t o f  co d e  

th re e s  as b o rin g , d e a d  e n d  a n d  no  b e tte r  th a n  ‘d r iv in g  a  ta x i ’. W h ile  it is h ig h ly  lik e ly  

th a t  o ff ic e rs  w o u ld  a tte n d  a  co d e  o n e  on  e v ery  sh if t in  u rb a n  re g io n s , in  p ro v in c ia l  an d  

ru ra l a re a s  o ff ic e rs  m a y  h a v e  to  s e ttle  fo r  w e e k s  o f  co d e  th re e  cases . O n e  o f f ic e r  w h o  is 

c u rre n tly  w o rk in g  in  a  p ro v in c ia l  s ta tio n  sees  th is  as th e  re v e rse  o f  P o s t T ra u m a tic  

S tre ss  D iso rd e r:

I f  y o u  g o  fo r  d a y s  a n d  d a y s  o f  n o t g e ttin g  a n y th in g  o f  a n y  in te re s t  th e n  th a t 

g e ts  v e ry  b o rin g . T h a t so r t o f  g e ts  o n  m y  w ic k  m o re  th a n  th e  o th e r  s tu ff.

I t ’s th e  re v e rse  to  tra u m a tic  s tre ss  sy n d ro m e . Y o u ’re  a ll to o le d  up  a n d  

n o w h e re  to  g o ...I  g e t f ru s tra te d  i f  I d o n ’t g e t it, i f  I d o n ’t g e t th a t k in d  o f  

w o rk . Y o u  fin d  th a t  p e o p le  w h o  a re  a t th e  b u sy  s ta tio n s  a re  th e re  b e c a u s e  

th e y  w a n t to  b e . T h e y  lik e  th e  tra u m a  w o rk .

(“R ic k ” , A O  P ro v in c ia l N o . 10)

M itc h e ll  (1 9 8 4 )  c o n d u c te d  an  e m p ir ic a l s tu d y  o f  th e  re la tio n sh ip  b e tw e e n  s tre ss  

le v e ls  an d  th e  n u m b e r  o f  ‘ru n s ’ a p a ra m e d ic  c o m p le te d  d u rin g  a  ye ar. H e  fo u n d  th a t
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s tre ss  le v e ls  w e re  h ig h e s t a m o n g s t p a ra m e d ic s  w h o  e ith e r  d id  m o re  th a n  s ix  h u n d re d  o r  

le ss  th a n  tw o  h u n d re d  ‘r u n s ’ in  a  g iv e n  y ea r. In  th is  o f f ic e r ’s c a se , to o  l i t t le  w o rk  c a n  b e  

ju s t  as s tre s s fu l as to o  m u c h .

O n e  o f  th e  m o s t  s tr ik in g  o b se rv a tio n s  I m a d e  w a s  th a t th e re  w a s  a lso  a  

re lu c ta n c e  to  v ie w  c o d e  th re e s  as ‘r e a l ’ a m b u la n c e  w o rk . S e v e ra l o f f ic e rs  s tro n g ly  

a d h e re d  to  th e  d is t in c tio n  b e tw e e n  co d e  o n e s  an d  tw o s  as ‘r e a l ’ w o rk , a n d  c o d e  th re e s  as 

‘a  w a s te  o f  a  d a y ’. T h e ir  p re fe re n c e  fo r  e m e rg e n c y  w o rk  is  b a se d  o n  th e  a s s u m p tio n  th a t 

c o d e  o n e  c a se s  in v o lv e  th e  m o s t c o m p le x  a n d  ‘s k il le d ’ ta sk s . C lin ic  c a se s  a re  th e re fo re  

p e rc e iv e d  as ‘u n s k i l le d ’ w o rk . F o r  e x am p le , o n e  o ff ic e r  o f  e ig h t y e a rs  s ta n d in g  see s  th e 

d iffe re n c e  b e tw e e n  c lin ic  a n d  n o n -c lin ic  w o rk  in  te rm s  o f  th e  d e g re e  to  w h ic h  sk ill  is 

in v o lv e d . In te re s tin g ly , th is  o f f ic e r  d o es  re c o g n ise  th e  v a lu e  o f  e m o tio n a l la b o u r  d u r in g  

c lin ic  w o rk :

T ra u m a  p a tie n ts  y o u  d e v o te  m o re  tim e  to b e ca u se  i t ’s u n fo r tu n a te ly  m o re  

in te re s t in g  fo r  us . C lin ic  p a tie n ts  a re  ju s t ,  p ic k  th e m  u p , ta k e  th e m  b a c k  in  

th e  car. W ith  a  c lin ic  p a tie n t y o u  d o n ’t h a v e  to , th e r e ’s n o t  m u c h  

in te ra c tio n  w ith  th e m . O h , y o u  c an  h a v e  a  c h a t w ith  th e m , b u t  y o u  d o n ’t 

ta k e  o b se rv a tio n s . T h e r e ’s no  n e c e s s ity  fo r  y o u  to  u se  y o u r  sk ills  a t a ll. So  

y o u  ju s t  p ic k  th e m  u p , h a v e  a  y a k  w ith  th em , d ro p  th e m  o f f  a t th e  h o s p ita l  

a n d  th a t ’s i t . . .w e ’re  tra in e d  to  do  tra u m a  w o rk . W ith  th e  c lin ic  c a se s  i t ’s 

ju s t  lik e  d r iv in g  a  ta x i b a s ic a lly . W ith  c o d e  o n es  th e re ’s m o re  e n jo y m e n t, 

y o u  u se  y o u r  sk ills  m o re . I t ’s a  b it o f  a  b uzz.

(“R ic k ” , A O  P ro v in c ia l  N o . 10)

H o w e v e r , w h ile  o n e  o ff ic e r  m a y  c o m p la in  a b o u t to o  little  s tre ss , o th e rs  

e x p e r ie n c e  sh if ts  th a t a re  a lm o s t d a n g e ro u s ly  fran tic . A  b u sy  n ig h t sh if t  m a y  c o n s is t  o f  

u p  to  te n  c o d e  o n e s , a n d  e a c h  o f  th e se  co d e  o n es  m a y  b e  le g itim a te . T h e  c o n s ta n t 

p re s su re  to  b e  e m o tio n a lly  ‘u p ’ fo r th e  d u ra tio n  o f  a  sh ift o f te n  ta k e s  it to ll  a n d  m a n y  

o ff ic e rs  a rg u e  th a t  it m a y  ta k e  up to th re e  d ay s  to re c o v e r  b o th  p h y s ic a l ly  an d
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e m o tio n a lly  f ro m  s u c h  a  sh if t. O n e  o ff ic e r  w h o  h as  a  m ili ta ry  b a c k g ro u n d  d e sc r ib e s  h o w

b e in g  ‘u p ’ fo r  e x te n d e d  p e r io d s  o f  tim e  c an  e x tra c t an  e m o tio n a l p r ic e  o ff -s ta g e :

W e d id  a b o u t s ix  c o d e  o n e s  in  an  e ig h t h o u r  sh if t  re c e n tly  a n d  e a c h  o n e  

n e e d e d  to  b e  a  c o d e  o n e . I t w a s  a  d iff ic u lt jo b . I w a s  up  h e re  a ll th e  tim e  

a n d  I n e v e r  a c tu a lly  g o t d o w n . N o w  th a t sh if ts  a re  lo n g e r, i f  y o u  d o  a  n in e  

o r  te n  h o u r  sh if t, y o u  ju s t  go  a ll th e  tim e. Y o u  s ta r t to g e t up  a n d  u p  a n d  up  

a n d  y o u  e n d  u p  s ta y in g  th ere . A f te r  tw e lv e  o r  fo u r te e n  h o u rs , i t ’s a  lo n g  

t im e  to  m a in ta in  th a t. W h e n  I g e t h o m e , I ju s t  w a n t to v e g  o u t. ... b u t 

e v e ry o n e  e lse  w a n ts  c o m p a n y  (a t h o m e ) an d  I f in d  th a t h a rd  to  c o p e  w ith  at 

tim e s . I t ’s h a rd  fo r  th e m  to  u n d e rs ta n d , an d  i t ’s n o t  th e ir  fau lt.

(“M ic k ie ” , A O  M e tro  N o . 15)

T h e  e x tra o rd in a ry  a m o u n t o f  o rg a n isa tio n a l c h a n g e  th a t h a s  o c c u r re d  w ith in  th e  

Q A S  in  re c e n t y e a rs  h a s  m e a n t s ig n if ic a n t c h an g e s  in  th e  v o lu m e  o f  w o rk  th a t an  o ff ic e r  

is e x p e c te d  to h a n d le . In  a d d itio n  to th is , p o p u la tio n  in c re a se s  in  so u th e a s t Q u e e n s la n d  

h a v e  led  to  in c re a s e d  d e m a n d  fo r a m b u la n c e  se rv ice s . A n  e m p h a s is  o n  s tru c tu ra l 

e f f ic ie n c y  h as  le d  th e  Q A S  to  u n d e rta k e  an  e f f ic ie n c y . d riv e , w h ic h  h a s  re s u lte d  in  

o ff ic e rs  h a v in g  to  d o  m o re  w o rk  b u t w ith  less  re so u rce s . T h is  in c lu d e s  c h a n g e s  su c h  as a  

re d u c tio n  in  th e  n u m b e r  o f  o ff ic e rs  ro s te re d  to  c o v e r  w e e k e n d  sh if ts  a n d  s ic k  le av e , a n d  

le ss  “ d o w n  t im e ”  b e tw e e n  cases .

T h e  ‘s p e e d -u p s ’ (H o c h sc h ild , 1983) th a t Q A S  o ff ic e rs  h a v e  e x p e r ie n c e d  in 

re c e n t y e a rs  a re  s im ila r  to  w h a t H o c h s c h ild ’s flig h t a tte n d a n ts  e x p e r ie n c e d  d u r in g  th e  

1980s. Q A S  o f f ic e rs  a re  n o w  e x p e c te d  to p ro c e ss  m o re  p e o p le  d u r in g  a  s h if t  w h ile  s till  

p ro v id in g  th e  s a m e  q u a li ty  o f  se rv ice . T h is  m e a n s  th a t th e re  is le ss  tim e  b e tw e e n  cases  

in  w h ic h  to  ‘p r o c e s s ’ e m o tio n a lly  th e  p re v io u s  jo b . T h is  in c re a se  in  w o rk lo a d  is 

p a r t ic u la r ly  p ro b le m a tic  in  th e  B risb a n e  m e tro p o lita n  re g io n . O ffic e rs  s p o k e  b i t te r ly  o f  

th e  lack  o f  tim e  b e tw e e n  jo b s  in  w h ic h  to  ‘c o m e  d o w n ’ fro m  a p re v io u s ly  s tre s s fu l co d e  

o n e . M a n y  e x p re s s e d  re g re t a t in itia lly  s u p p o rtin g  o rg a n isa tio n a l c h a n g e  b e c a u s e  th e y  

fe lt it h ad  fa ile d  to m e e t th e ir  p ra c tica l n eed s  on th e  road .
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T h e  in c re a se d  e x p e c ta tio n  u p o n  o ff ice rs  to  p e rfo rm  m o re  e f f ic ie n tly  w ith  less  

s u p p o r t h a s  ra m if ic a tio n s  fo r  h o w  o ff ice rs  sw itc h  e m o tio n a lly  fro m  o n e  ty p e  o f  c o d e  to  

a n o th e r . W h ile  m o s t o ff ic e rs  m a k e  th e  sw itc h  fro m  c o d e  th re e  to c o d e  o n e  s u c c e ss fu lly , 

th e  sw itc h  b a c k  to  c o d e  th re e  is  o f te n  p ro b le m a tic . P ro b le m s  a rise  w h e n  o ff ic e rs  a re  se n t 

b a c k  o u t o n  th e  ro a d  im m e d ia te ly  fo llo w in g  a  d iff ic u lt co d e  on e . O ff ic e rs  c o m p la in e d  

th a t th is  w a s  a  f re q u e n t o c c u r re n c e , e v en  w h e n  th e  o ff ice rs  in v o lv e d  n e e d  to  c h a n g e  

th e ir  c lo th in g . T h is  fo llo w in g  q u o te  illu s tra te s  h o w  o ff ic e rs  n e g o tia te  t im e  fo r 

th e m s e lv e s  in  th e  fa c e  o f  e v e r - in c re a s in g  d e m a n d s  to ‘re a d y  a lw a y s ’:

L ik e  y o u ’v e  d o n e  C P R  a n d  y o u r  c a r  is a  m ess  an d  th e y ’ll b e  s a y in g  o n  th e  

w a y  b a c k , d o  y o u  m in d  d o in g  th is  jo b  for us an d  y o u ’v e  g o t to g e t o n  th e  

ra d io  an d  te ll  th e se  p e o p le , no . I ’m  n o t d o in g  it. I ’m  c o m in g  b a c k , a n d  

h a v in g  a  s h o w e r  a n d  I ’m  g o in g  to g e t ch an g e d . T h e y  h a v e n ’t g o t th a t 

m e n ta lity . It m ig h t b e  ju s t  o u r  area. I ju s t  d o n ’t u n d e rs ta n d  it. S o , th e  w a y  I 

w o rk  it o u t n o w  is  I go  a n d  do  a  case , I do  th e  p a p e r  w o rk  a n d  I d o n ’t c a ll 

free  u n til I ’v e  d o n e  th a t, an d  i f  w e ’re  ru n  all d ay  lo n g , I w ill s to p  a n d  I w ill 

h a v e  m y  h a l f  an  h o u r. W h e th e r  th e y  k n o w  it o r  n o t, th e y ’ll lo se  m e  fo r  h a l f  

an  h o u r. I d o n ’t lik e  d o in g  th a t b e c a u se  th e re  m ig h t be an  e m e rg e n c y  th a t 

m ig h t b e  p e n d in g , th e y  m ig h t be lo o k in g  fo r y ou . B u t th a t ’s th e  o n ly  w a y  I 

c a n  see  s p re a d in g  th e  p a c e  o f  m y  d a y  ou t.

(“R o d ” , A O  M e tro  N o .9)

O n e  o f f ic e r  e x p re sse d  th e  v ie w  th a t m a n a g e m e n t s o m e tim e s  p la c e  u n re a so n a b le  

e x p e c ta tio n s  o n  o ff ic e rs  w ith  re g a rd s  to  m a k in g  th e  e m o tio n a l sw itc h  fro m  a  c o d e  o n e  to 

a  c o d e  th re e , p a r t ic u la r ly  in  c a se s  w h e re  th e  p a tie n t h as  n o t su rv iv ed :

It u se d  to  a ffe c t m e  w h e n  I w o rk e d  a t a n o th e r  s ta tio n  an d  I u sed  to w o n d e r  

w h y  I c o u ld n ’t  b e  d e m o b ilis e d  fo r a  tim e , b e ca u se  it fe lt q u ite  c o ld ....I t  fe lt 

q u ite  c o ld  w ith  re g a rd s  to  a d m in is tra tio n  and  m a n a g e m e n t, th a t th e y  c o u ld  

b e  so  c a llo u s  as to  g iv e  y o u  a n o th e r  th re e  g e ria tr ic s  a fte r  y o u ’v e  f in ish e d  a  

c o t d e a th  o r  s o m e th in g  lik e  th a t. I s ta r te d  to do th in g s  to p ro te c t m y se lf , to 

o v e rc o m e  th e  e m o tio n a l s ta te s , so it d o e s n ’t w o rry  m e  a n y m o re .

(“ E th a n ” , A O  M e tro  N o .20 )



W h a t th is  o f f ic e r  is re fe rr in g  to  w h e n  he  ta lk s  a b o u t o v e rc o m in g  e m o tio n a l  s ta te s  

is th e  e m o tio n a l p ro c e s s  w o rk  th a t o c cu rs  b e tw e e n  c o d e s  e ith e r  b y  o n e s e l f  o r  w ith  a 

p a r tn e r , b a c k  at th e  s ta t io n  w ith  o th e r  o ff ice rs  o r  a t h o m e  w ith  fa m ily  a n d  fr ie n d s .

In  s u m m a ry , th is  c h a p te r  h a s  p re s e n te d  d a ta  th a t d e m o n s tra te s  e m o tio n a l  la b o u r  

as a n  in te g ra l p a r t  o f  an  a m b u la n c e  o f f ic e r ’s w o rk  day . S e v e ra l a sp e c ts  o f  a m b u la n c e  

w o rk  im p in g e  o n  h o w  a n d  w h y  e m o tio n a l la b o u r  is p e rfo rm e d . T h e y  in c lu d e  th e  

m a n a g e m e n t o f  p a t ie n ts ’e m o tio n s  th ro u g h  su rfa ce  a n d  d e ep  a c tin g ; th e  m a n a g e m e n t o f  

o n e ’s o w n  e m o tio n s  th ro u g h  e m o tio n a l sw itc h in g ; g e n e ra tio n a l a n d  re g io n a l d if f e re n c e s  

b e tw e e n  o ff ic e rs ; a n d  tra in in g  to p e rfo rm  e m o tio n a l la b o u r. T h e re  a re  fo u r  e m o tio n a l  

la b o u r  p ra c tic e s  th a t  a re  sp e c if ic  to a m b u la n c e  w o rk : th e  a b ili ty  to  m a n a g e  th e  p a t ie n ts ’ 

a n d  o n e ’s o w n  a n x ie ty ; m a n a g in g  p e o p le  w h o  are o u t o f  th e ir  u su a l e n v iro n m e n t;  b e in g  

ab le  to  c o p e  w ith  a  c o n s ta n t s ta te  o f  u n ce rta in ty ; and  th e  a b ility  to  s im u la ta n e o u s ly  ‘c a re  

fo r ’ a n d  ‘c a re  a b o u t’.

D e s p ite  th e  fa c t th a t o ff ic e rs  n o w  are  re q u ire d  to  g a in  m o re  a c a d e m ic  c re d e n tia ls  

to g a in  p e rm a n e n t e m p lo y m e n t, fo rm al tra in in g  fo r e m o tio n a l la b o u r  is  s ti l l  a  ra re  

o c c u rre n c e . A t th e  s h o p f lo o r  lev e l, e m o tio n a l la b o u r  m a y  b e  c o n s id e re d  ‘th e  b e s t  to o l to 

h a v e ’. H o w e v e r , in  te rm s  o f  re so u rc e  a llo c a tio n  fo r tra in in g , te c h n ic a l s k ills  a re  s till 

g iv e n  p r im a c y . T h is  h a s  im p lic a tio n s  fo r h o w  th e  Q A S  a p p ro a c h  th e  w h o le  is su e  o f  

e m o tio n a lity . Y o u n g e r  o ff ic e rs  w h o  are  b e in g  tra in e d  as te c h n o lo g ic a l e x p e r ts  m a y  b e  

b e tte r  e q u ip e d  to  c o p e  w ith  th e  in te n s ity  o f  tra u m a  w o rk  b e c a u s e  th e y  h a v e  d e v e lo p e d  

th e  te c h n ic a l c o m p e te n c e  n e e d e d  to  s u c c e ss fu lly  a c c o m p lish  th e ir  w o rk . H o w e v e r , th e  

re a li ty  is th a t a  v a s t c h u n k  o f  th e  w o rk  d ay  is c o m p rise d  o f  m u n d a n e , n o n -u rg e n t w o rk . 

It is d u r in g  th e se  c a se s  th a t th e  b u lk  o f  th e e m o tio n a l la b o u r  is p e rfo rm e d . C o n v e rs e ly , it 

is a f te r  m a jo r  t r a u m a  c a se s  th a t th e  b u lk  o f  e m o tio n a l p ro c e ss  w o rk  is c o n d u c te d . E v e n



a fte r  o n e  h u n d re d  y e a rs , th e  Q A S  h as  y e t to su c c e ss fu lly  p re p a re  o ff ic e rs  fo r  th is  

e le m e n ta ry  a sp e c t o f  a m b u la n c e  w ork . T h is  in a b ility  o n  th e  p a r t  o f  th e  Q A S  to 

a tte n d  to th is  e n d u r in g  p ro b le m  is d is c u s se d  at len g th  in  C h a p te r  6.
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C H A P T E R  6

“P A T IE N T  C A R E  IS  A L M O S T  A  R E L E A S E ” :

T H E  Q A S  A S  A  ‘H A R S H ’ E M O T IO N A L  C U L T U R E

E M O T IO N A L  P R O C E S S  W O R K

E m o tio n a l  p ro c e s s  w o rk  o c c u rs  a f te r  a  c a se  h a s  b e e n  c o m p le te d  a n d  in v o lv e s  a  

v a r ie ty  o f  s tra te g ie s  th a t a re  d e s ig n e d  to  a ss is t th e  o ff ic e r  to re tu rn  to a  n o rm a l e m o tio n a l 

s ta te . Id e a lly , a n  o ff ic e r  is a b le  to  d is c u s s  th e  e m o tio n a l a sp e c ts  o f  a  c a se  w ith  h is  o r  h e r  

w o rk  p a r tn e r , w ith  o th e r  o ff ic e rs , o r  w ith  th e  O ff ic e r- in -C h a rg e  a t th e  s ta tio n .

T h o its  (1 9 8 5 )  e x p la in s  th a t  e m o tio n  m a n a g e m e n t te c h n iq u e s  a llo w  p e o p le  to  

tra n s fo rm  d e v ia n t fe e lin g s  in to  n o rm a tiv e  o n es. W h e n  su ch  a  tra n s fo rm a tio n  fa ils , a  

p e rs o n  is fo rc e d  to  c o n fro n t th e  m e a n in g  o f  th e  d e v ia n t o r  o u tla w  e m o tio n s . T h o i t s ’ 

s tu d y  o f  th e  v o lu n ta ry  s e e k in g  o f  in s titu tio n a l p sy c h ia tr ic  tre a tm e n t w a s  c o n c e rn e d  w ith  

h o w  p e o p le  c a m e  to d e c id e  w h e th e r  th e ir  a tte m p ts  at e m o tio n a l p ro c e ss  w o rk  h a d  fa iled . 

T h o its  re d e f in e s  S c h e f f  s c o n c e p t o f ‘re s id u a l ru le -b re a k in g ’ as v io la tio n s  o f  fe e lin g  o r  

e x p re s s io n  n o rm s . T h is  o c c u rs  w h e n  a  p e rso n  fa ils  to  c o n v in c e  h e r /h im s e lf  a n d  o th e rs  o f  

h e r  o r  h is  e m o tio n a l n o rm a lity . A s  T h o its  (1 9 8 5 :2 4 6 )  ex p la in s :

W h e n  in d iv id u a ls  a re  c o m m itte d  to  c o m p e te n t id e n tity  e n a c tm e n t a n d  

a w a re  o f  d is c re p a n c ie s  b e tw e e n  th e ir  s itu a tio n a l fe e lin g s  a n d  n o rm a tiv e  

e x p e c ta tio n s  (w h ic h  m a y  b e  su b -c u ltu ra lly  sp e c if ic ) , e m o tio n  w o rk  

a tte m p ts  sh o u ld  fo llo w  a n d  se lf -a ttr ib u tio n s  o f  d e v ia n c e  sh o u ld  re s u lt  fro m  

p e rs is te n t  u n s u c c e s s fu l a tte m p ts .



T h o its  c ite s  tw o  c o n d itio n s  th a t a re  c e n tra l to th e  p re d ic tio n  o f  e m o tio n  w o rk  

fa ilu re  - th e  p e rs is te n c e  o r  re o c c u re n c e  o f  o u tla w  e m o tio n s , a n d  la c k  o f  so c ia l  s u p p o r t .18 

E m o tio n a l p ro c e ss  w o rk  is  th e re fo re  b o th  an  in d iv id u a l an d  g ro u p  p h e n o m e n a  th a t 

g e n e ra lly  o c cu rs  im m e d ia te ly  a f te r  a  c a se  h a s  p la c e d  a  p re m iu m  o n  an  o f f ic e r ’s a b il i ty  to  

e n g a g e  in  in d iv id u a l e m o tio n  w o rk . E m o tio n a l p ro c e ss  w o rk  m a y  b e  as s im p le  as o n e  

o f f ic e r  a c k n o w le d g in g  to  a n o th e r  o f f ic e r  th a t th e  p re v io u s  p a tie n t w a s  ru d e  o r  

o b n o x io u s , o r  it m a y  in v o lv e  m a n y  w e e k s  o f  co p in g  w ith  a  m a jo r  tra u m a tic  e v e n t su c h  

as  a  p la n e  c ra sh . A ll o ff ic e rs  ‘d o ’ e m o tio n a l p ro c e ss  w o rk , a n d  th e  d e g re e  to  w h ic h  th e y  

s u c c e s s fu lly  a c c o m p lish  e m o tio n a l n o rm a tiv ity  v a rie s  a c c o rd in g  to  le v e l o f  e x p e r ie n c e , 

d e g re e  o f  so c ia l su p p o r t an d  a b ili ty  to c o p e  w ith  th e  d e m an d s  th a t th e  e m o tio n a l  n o rm s  

o f  th e  o rg a n isa tio n  p la c e  u p o n  th em .

U n til re c e n tly , o ff ic e rs  re c e iv e d  li ttle  fo rm al tra in in g  in  e ith e r  s tre ss  o r  e m o tio n  

m a n a g e m e n t. U n lik e  H o c h s c h i ld ’s f lig h t a tte n d an ts , Q A S  o ff ic e rs  a re  n o t s u b je c t  to  

‘r e c u r re n t’ e m o tio n a l tra in in g  o r  ‘fo rm a l’ e m o tio n  p o llu tio n  c o n tro l. A s  o n e  o ff ic e r  

s ta te s :

A lth o u g h  w e  d o n ’t  g e t e n o u g h  tra in in g  in  h o w  to c o p e , th e  e x p e c ta t io n  is 

y o u  to  h a v e  to  c o p e ...S o  y o u  c an  do  y o u r jo b , y o u  c a n  le t th e  te a rs  f lo w  

b u t y o u  s till h a v e  to  b e  e ff ic ie n t a t w h a t y o u  a re  d o in g . A t le a s t u n til  y o u  

g e t b a c k  to  th e  s ta tio n . B u t th a t d o e s n ’t u su a lly  h a p p e n . Y o u  u su a lly  w a it  

u n til  y o u  g e t h o m e ...

(“N ic k ” , A O  R u ra l N o . 14)

T h is  q u o te  i l lu s tra te s  n ic e ly  th e  c o n n e c tio n s  b e tw e e n  ffo n ts ta g e  e x p e c ta t io n s  a n d  

b a c k  a n d  o ffs ta g e  re a litie s . T h e  fro n ts ta g e  e m o tio n a l c u ltu re  d e e m s  th a t o f f ic e rs  ‘c o p e ’ 

u n d e r  all c irc u m s ta n c e s , re g a rd le ss  o f  th e  a m o u n t o f  e m o tio n a l p re s su re  p la c e d  u p o n

186

' “S o c i a l  s u p o r t  i s  d e f i n e d  b y  T h o i t s  ( 1 9 8 5 : 2 4 6 )  a s  “  a  s e t  o f  f u n c t i o n s  p e r f o r m e d  b y  o t h e r s  w h o  h a v e  e x p e r i e n c e d  

s i m i l a r  c h a n g e s  o r  s t r e s s e s  w h e r e  u n d e r s t a n d i n g  a n d  a c c e p t a n c e  i s  p r o v i d e d ” . V a l i d a t i o n  o f  o u t l a w  e m o t i o n s  

r e d u c e s  t h e  l i k e l i h o o d  o f  t h e  i n d i v i d u a l  c o n d e m n a t i o n  o f  t h e  s e l f  a s  d e v i a n t .
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o ff ice rs . A s  re p re s e n ta t iv e s  o f  th e  Q A S o ff ic e rs  a re  e x p e c te d  to  p e r fo rm  a t th e ir  

e m o tio n a l p e a k  w ith  p a tie n ts , y e t fro m  an  o rg a n isa tio n a l p e rs p e c tiv e , m a in ta in in g  

e m o tio n a l h e a lth  is  a n  in d iv id u a l re sp o n s ib ility . T h a t o ff ice rs  h a v e  to  ‘u s u a lly  w a it  u n til  

( th ey ) g e t h o m e ’ is a  te ll in g  c o m m e n t th a t in d ic a te s  th e  la c k  o f  re c o g n it io n  a f fo rd e d  

e m o tio n a l p ro c e s s  w o rk  as ‘w o r k ’.

H o w e v e r , e m o tio n a l p ro c e ss  w o rk  d o es  o c c u r in  b a c k s ta g e  re g io n s  a n d  c o n te x ts , 

a n d  m o s t  o ff ic e rs  c a n  d e te c t w h e n  it is o c c u rrin g  in  a  g ro u p  se tt in g . C a se  ‘a u to p s ie s ’, 

b la c k  h u m o u r  a n d  ‘ra p id  f i r e ’ sp e e c h  a re  a ll in d ic a tio n s , a c c o rd in g  to  o n e  o ff ic e r , th a t 

e m o tio n a l p ro c e s s  w o rk  is o c cu rrin g :

I t ’s n o t a  th in g  y o u  h a v e  to w o rk  at. Y o u ’re d o in g  y o u r  jo b  a n d  th a t 

g e n e ra lly  c o v e rs  th a t. A fte r  y o u ’ve  fin ish ed  th e  jo b  an d  y o u  g o  b a c k  a n d  

y o u  do  y o u r  a u to p sy  o n  th e jo b . T h a t’s w h e n  y o u  h a v e  to  d e a l w ith  it.

S o m e  a m b u la n c e  o ff ic e rs  d eal w ith  it th ro u g h  ra p id  fire  sp eak . T h e y  g o  o n  

a n d  o n  a n d  o n  a b o u t ev ery  s in g le  d e ta il and  th e n  th e y  g e n e ra lly  a sk  fo r  

e n c o u ra g e m e n t fro m  th e  o th e rs . A n d  th e n  th e  o th e rs  w ill g e n e ra lly  g e t in to  

o f  a  h is to ry  o f  a  jo b  th a t th e y  d id , an d  y o u ’ll g e t o ld  s to r ie s  c o m in g  up .

A n d  th e n  th e y ’ll ta lk  each  o th e r  o u t o f  it. B u t i t ’s d e f in ite ly  a  r a p id  fire  

th in g . B u t th a t  la s ts  up  u n til o n ce  th e y ’ve  g o t a b o u t f iv e  o r  s ix  y e a rs  

e x p e r ie n c e . O n c e  y o u  g e t p a s t th a t y o u  g e n e ra lly  d ea l w ith  it o n  y o u r  o w n .

Y o u  d o n ’t e v e n  te ll  a n y b o d y  w h e n  y o u  get b a ck  to th e  b ra n c h . T h e n  w h ile  

y o u ’re  a t w o rk  y o u  te n d  to  th in k  ab o u t it b u t n o t sh o w  m u c h  o n  th e  

o u ts id e . T h e n  w h e n  y o u  g e t h o m e  a t n ig h t y o u  m ig h t h a v e  tro u b le  

s le e p in g . C o m e  o u t a n d  h a v e  a  c ry  o r  so m e th in g . A n d  y o u  c a n ’t ta lk  to  

y o u r  sp o u se . T h e y  d o n ’t see m  to  u n d e rs tan d . Y o u  c a n ’t  p a in t  a  g ra p h ic  

p ic tu re  a n d  th e y  g e t s ic k  o f  h e a r in g  a b o u t it an y w ay . So  y o u  ju s t  g e n e ra lly  

s it th e re  a n d  m u se  it  o u t b y  y o u rse lf . B u t th e n  th e  n e x t d a y  y o u  p u t  y o u r  

g e a r  o n  a n d  y o u  d o n ’t h av e  an y  p ro b le m s . I t ’s n o t a  la s tin g  th in g , a l th o u g h  

th e re  a re  c e r ta in  jo b s  th a t a lw ay s  te n d  to s tay  in  y o u r  m e m o ry .

(“ D a v id ” , A O  R u ra l N o .2 5 )

T h u s , m o s t  o ff ic e rs  m a in ta in  e m o tio n a l b a lan c e  th ro u g h  a  n u m b e r  o f  s tra te g ie s  

th a t a s s is t  in  p ro c e s s in g  th e  e m o tio n a l w o rk  o f  the p re v io u s  c a se  o r  sh ift. H o w e v e r , th e  

c a se s  th a t n e e d  e x tra  in d iv id u a l o r  g ro u p  p ro c e ss  w o rk  are  th e  o n e s  th a t c o n f lic t  w ith  an  

o f f ic e r ’s m o ra l e v a lu a tio n  o f  the case . O ffice rs  are  c o n tin u a lly  c o n fro n te d  w ith  so c ia l



s itu a tio n s , l ife s ty le s  a n d  s o c ia l p ra c tice s  th a t are  in d ire c t c o n flic t w ith  th e ir  o w n . A s  

p re v io u s ly  i l lu s tra te d , in  m a n y  c ases , o ff ice rs  m a k e  d e c is io n s  b a s e d  u p o n  m o ra l 

ju d g e m e n ts , a n d  th is  is  m a n ife s te d  in  th e  la b e llin g  o f  c a se s  as e i th e r  d e s e rv in g  o r  

u n d e se rv in g .

T h e re fo re , d if f ic u l ty  a rise s  w h e n  an  o ff ice r  is c o n fro n te d  w ith  a  s itu a tio n  th a t 

a p p e a rs , to th a t  o ff ic e r , as m o ra lly  re p re h en s ib le . In  th is  in s tan ce , an  o f f ic e r  w h o  w o rk s  

in  a n  o u te r  B r is b a n e  a re a  e x p la in s  th a t it is o f te n  d iff ic u lt to  p ro c e ss  o n e ’s fe e lin g  w h e n  

su c c e ss fu l e m o tio n a l p ro c e s s  w o rk  re q u ire s  a  d eg ree  o f  m o ra l c irc u m sp e c tio n :

T h e y  a re  jo b s  w h e re  th e y  c o n flic t w ith  w h a t is y o u r  o w n  se n se  o f  w h a t 

sh o u ld  b e  r ig h t in  o u r  so c ie ty . So y o u  get in to  a  s itu a tio n  w h e re  a  y o u n g  

c h ild  h a s  b e e n  ru n  o v e r  an d  en d s  up  a  v e g e ta b le , a n d  th e  w h o le  s itu a tio n  

c o u ld  h a v e  b e e n  a v o id e d ...T h in g s  th a t irrita te  y o u  in  a  p e rs o n a l w a y .. . ju s t  a 

p o in tle s s  w a s te  o f  a  h u m a n  b e in g , an d  y o u  s o m e tim e s  th in k  th a t  a ll th e  

ru le s  an d  la w s  a re  w ro n g . So th a t m a k e s  y o u  v e ry  an g ry . A n d  y o u  d o  g e t 

an g ry . S o  y o u  g o  h o m e  and  tak e  it o u t o n  e v e ry o n e  th e re . S o  y o u  e n d  up  

v e ry  a g g re ss iv e . A t th e  sam e  tim e  y o u  end  up v e ry  lo n e ly .. .a n d  th e n  th e re  

a re  th e  jo b s  w h e re  it is ju s t  th e  p lig h t o f  p e o p le . Y o u  m ig h t g e t a  m o th e r  

w h o ’s j u s t  lo s t h e r  b a b y  an d  it d o e s n ’t m a tte r  w h a t y o u  do , y o u  c a n ’t 

c o m fo r t th e  p e rs o n , a n d  y o u  c a n ’t im ag in e  th a t y o u  c a n ...i t  w ill  p ro b a b ly  

d e s tro y  th e m ...th e n  th e re ’s th e te en ag e rs  th a t su ic id e . T h e y ’v e  h a d  a  p u p p y  

lo v e  th a t ’s g o n e  w ro n g  an d  th e  n e x t th in g  th e y ’re  d ead . O n c e  a g a in  i t ’s a  

fo o lish  w a s te . I t ’s v e ry  sad.

(“ R o d ” , A O  M e tro  N o .9)

In  c o n tra s t  to  o th e r  a llie d  h e a lth  p ro fe s s io n a ls , a m b u la n c e  o f f ic e rs  d o  a  

s ig n if ic a n t a m o u n t o f  th e ir  w o rk  w ith in  th e p a tie n t’s e n v iro n m e n t. T h is  m e a n s  th a t 

o ff ic e rs  h a v e  to  d e v e lo p  th e  sk ill o f  e m o tio n a l c irc u m sp e c tio n  (P a rk in so n , 1 9 9 1 ), o n e  

th a t is d if f ic u l t  to  p u t in to  p ra c tise  w h e n  th ere  is o fte n , o u ts id e  o f  a  s o p h is tic a te d  

so c io lo g ic a l a n a ly s is , n o  e x p la n a tio n  fo r th e  c irc u m sta n c e s  in  w h ic h  so m e  p e o p le  fin d

th e m se lv e s .



R e g a rd le s s  o f  th e  sp e e d -u p s  a n d  th e  m o ra lly  c h a lle n g in g  case s , th e  v a s t  m a jo r i ty  

o f  o ff ic e rs  a re  v e ry  c re a tiv e  in  f in d in g  w a y s  to  e ffe c tiv e ly  carv e  o u t tim e  a n d  sp a c e  fo r  

th e m s e lv e s  o n  th e  jo b . W h e th e r  it b e  ta k in g  e x tra  t im e  to c o m p le te  th e  p a p e rw o rk  fro m  

th e  p re v io u s  case , d e la y in g  a  re tu rn  to  th e  s ta tio n , o r  ta k in g  e x tra  tim e  w ith  a  c o d e  th re e , 

th e  re la t iv e ly  a u to n o m o u s  n a tu re  o f  th e ir  o n  ro a d  w o rk , m e an s  th a t o ff ic e rs  c a n  fin d  

w a y s  o f  re s is tin g  th e  p re s su re  to b e  e m o tio n a lly  ‘o n -s ta g e ’ at a ll tim e s  d u r in g  th e ir  sh if t.

T h e  q u a lity  o f  th e  e m o tio n a l p ro c e s s  w o rk  d u rin g  a sh if t is o f te n  d e p e n d e n t  u p o n  

th e  q u a lity  o f  th e  re la tio n s h ip  th e y  h a v e  w ith  th e ir  w o rk  p a r tn e r . E f fe c tiv e  

c o m m u n ic a tio n  a n d  ra p p o rt w ith  p a r tn e rs  is  n o t o n ly  c ru c ia l fo r o p tim u m  p e rfo rm a n c e  

d u r in g  co d e  o n e s , it is a lso  im p o r ta n t fo r e m o tio n a l su p p o rt. P a rtn e rs  a re  th e  f irs t p e o p le  

to  re c o g n ise  th a t an  o ff ic e r  m a y  n o t b e  c o p in g  e m o tio n a lly  b o th  at w o rk  a n d  a t h o m e . 

H o w e v e r , as th e  fo llo w in g  se c tio n s  w ill illu s tra te , s tro n g  cu ltu ra l p re s su re  to  a d h e re  to 

fe e lin g  ru le s  m e a n s  th a t p a r tn e rs  a re  o fte n  s ty m ie d  in  th e ir  a tte m p ts  to  h e lp  th e ir  

c o lle a g u e s .

T h o i ts ’ c o n c e p tu a lis a tio n  o f  e m o tio n a l p ro c e ss  w o rk  is p ro b le m a tic  in  th a t  sh e  

d o e s  n o t c o n s id e r  w h o  d e te rm in e s  th e  d e g re e  to w h ic h  a  ‘n o rm a tiv e ’ e m o tio n a l s ta te  is 

n o rm a tiv e . F o r  e x a m p le , a  n o rm a tiv e  e m o tio n a l s ta te  fo r a m b u la n c e  o ff ic e rs  m ir ro rs  

w h a t c o u ld  b e  d e sc r ib e d  as a  ty p ic a lly  “ m a sc u lin e ” on e . In  a d d itio n  to  th e  p u b lic  

e x p e c tin g  o ff ic e rs  to  m a in ta in  a  h ig h  le v e l o f  e m o tio n a l re s tra in t in  th e  f ro n ts ta g e  a re n a , 

a t th e  s h o p f lo o r  le v e l, m a le  a n d  in c re a s in g ly  fem a le  o ffice rs  e x p e c t o n e  a n o th e r  to  

a d h e re  to a  m a sc u lin e  e m o tio n a lity . T h e  n o rm a tiv e  s ta te  in th is  in s ta n c e  is a  m a sc u lin e  

v e rs io n  o f  e m o tio n a l e q u ilib r iu m . B e c a u se  th is  h e g em o n ic  id ea l is d if f ic u lt  to  a c h e iv e  

c o n tin u a lly , it c o u ld  b e  sa fe ly  a s s u m e d  th a t m an y  o ff ice rs  m a y  b e  c o n s ta n tly  

q u e s tio n in g  th e ir  in a b ility  to  m e e t th is  e m o tio n a l no rm .
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O F F -S T A G E  S U P P O R T : T H E  P R IV A T IS IN G  O F  E M O T IO N A L  P R O C E S S  W O R K

T o s ta te  th a t  sp o u se s  p ro v id e  a  s ig n if ic a n t a m o u n t o f  e m o tio n a l s u p p o r t to  Q A S  

o ff ic e rs  is s o m e th in g  o f  an  u n d e rs ta te m e n t. It w o u ld  b e  m o re  a c c u ra te  to  s ta te  th a t 

sp o u se s  a n d  s ig n if ic a n t  o th e rs  p la y  a  p iv o ta l ro le  in  te m p e r in g  th e  e ffe c ts  o f  th e  ‘h a r s h ’ 

e m o tio n a l c u ltu re  o f  th e  Q A S . W ith o u t th is  o ff -s ta g e  su p p o rt, th e  Q A S  w o u ld  

e x p e r ie n c e  g re a t d if f ic u l ty  in  m o tiv a tin g  o ff ice rs  to p ro v id e  th e  le v e l o f  c o m m itm e n t 

a n d  e m o tio n a l s ta m in a  n e e d e d . In  o th e r  w o rd s , sp o u se s  a re  th e o n es  w h o  ‘c a r e ’ fo r  th e  

‘c a r e r s ’, a n d  as su ch , c o u ld  b e  re g a rd e d  as q u a s i e m p lo y e e s  o f  th e  Q A S .

T h e  e x p e c ta tio n  th a t th e  fa m ily , p a r tic u la r ly  th e  sp o u se , w ill p ro v id e  o ff -s ta g e  

s u p p o r t is o n e  b a s e d  u p o n  th e  a s su m p tio n  th a t a  c e r ta in  k in d  o f  e m o tio n a l g e n d e r  

a sy m m e try  e x is ts  w ith in  h e te ro se x u a l re la tio n sh ip s . A s D u n c o m b e  an d  M a rsd e n  (1 9 9 3 , 

19 95) e x p la in , th is  g e n d e r  a sy m m e try  is an  in d ic a to r  o f  a fo rm  o f  e m o tio n a l p o w e r  

w h ic h  is s i tu a te d  w ith  th e  w id e r  c o n te x t o f  c o n tin u in g  g e n d e r  in e q u a litie s  o f  s o c ie ta l 

re so u rc e s  an d  p o w e r.

W h ile  th e  c e n tra l  fe a tu re  o f  m e n ’s liv e s  m a y  be th e  ra tio n a l, a f fe c tiv e ly  n e u tra l  

w o rk p la c e , “w o m e n  c a rry  th e  e m o tio n a l re s p o n s ib il ity  fo r th e  p r iv a te  s p h e re ” 

(1 9 9 5 :1 5 0 ) . T h is  in c lu d e s  th e  p e rfo rm a n c e  o f  e m o tio n  w o rk  th a t s u s ta in s  th e  

re la tio n s h ip  itse lf . D u r in g  th e  Q A T B  e ra , lo ca l c o m m u n itie s  ra ise d  th e  b u lk  o f  fu n d in g  

fo r a m b u la n c e  s ta t io n s  a n d  sp o u se s , in  a d d itio n  to p ro v id in g  e m o tio n a l s u p p o rt, w e re  

h e a v ily  in v o lv e d  in  p ro v id in g  a n c illa ry  la b o u r to  a s s is t in  ra is in g  fu n d s . S p o u s e s  

a ss is te d  in  c o m m u n ity  fu n d -ra is in g , p ro v id e d  sec re ta ria l a ss is ta n c e , a n d  s o m e tim e s  

a c ted  as s u rro g a te  c o u n se llo rs . T h is  w as p a r tic u la r ly  th e c a se  in ru ra l Q u e e n s la n d , w h e re  

lo c a l a m b u la n c e  o ff ic e rs  e x p e r ie n c e  h ig h e r  s ta tu s  w ith in  th e  c o m m u n ity .



W h ile  th e  re lia n c e  o n  w o m e n ’s a n c illa ry  la b o u r  m a y  h a v e  b e e n  e x p lo ita t iv e  in  

p r in c ip le  a n d  o f te n  in  p ra c tic e , th e  b e n e f i t  o f  c o o p tin g  w o m e n  in to  th e  s e rv ic e  m e a n t 

th a t th e  w h o le  fa m ily  e n jo y e d  s ta tu s  w ith in  th e  c o m m u n ity . C o n v e rse ly , th e  lo c a l 

a m b u la n c e  o ff ic e r  w a s  ‘o w n e d ’ b y  th e  c o m m u n ity , a n d  th is  m e a n t th a t o f f ic e rs  a n d  th e ir  

fa m ilie s  w e re  e x p e c te d  to  a d h e re  to  s tr ic t  m o ra l a n d  b e h a v io u ra l c o d e s . T h is  a p p lie d  

p a r t ic u la r ly  to  D is tr ic t  S u p e r in te n d e n ts  a n d  O ffic e rs -In -C h a rg e , w h o se  ro le  w a s  to  c a re  

fo r  th e  a m b u la n c e  ‘fa m ily ’, as w e ll as  th e  w h o le  c o m m u n ity . S p o u s e s  o f  s e n io r  

a m b u la n c e  o ff ic e rs  w e re  a lso  re sp o n s ib le  fo r  w e lc o m in g  n ew  o ff ic e rs  a n d  th e ir  fa m ilie s  

in to  th e  lo c a l c o m m u n ity , a n d  in to  th e  a m b u la n c e  fam ily .

A s  c o m m u n ity  ro le  m o d e ls  a n d  re p re se n ta tiv e s , o ff ic e rs  s ta t io n e d  in  ru ra l a n d  

re m o te  a re a s  o f te n  fo u n d  th e m se lv e s  w ith  no e m o tio n a l s u p p o r t o u ts id e  th e ir  fa m ily . 

W h e n  m a jo r  tra u m a  c a se s  o c cu rred  o ff ic e rs  o fte n  fo u n d  it d if f ic u lt  to  p ro c e s s  th e  c a se  

e m o tio n a lly . C o m m u n ity  m e m b e rs  e ith e r  k ep t re m in d in g  th e  o ff ic e r  o f  th e  c a se , a n d  

w ith  th e  p o s s ib le  e x c e p tio n  o f  th e  lo c a l d o c to r o r  re lig io u s  m in is te r , th e re  w e re  few  

p e o p le  in  w h o m  th e  o f f ic e r  c o u ld  c o n fid e .

S e v e ra l ru ra l o ff ic e rs  b e lie v e d  th a t c o m m u n ity  m e m b e rs  v ie w e d  th e m  as ‘a b o v e ’ 

fe e lin g s  o r  e m o tio n . T h is  h e ro  s ta tu s  m e a n t th a t o ff ice rs  w e re  e x p e c te d  to  p e r fo rm  in  a 

s u p e rh u m a n  fa sh io n . E m o tio n a l su p p o r t w as  e ith e r  so m e th in g  o ff ic e rs  o n ly  re c e iv e d  

fro m  th e ir  im m e d ia te  fa m ilie s , o r  s o m e th in g  th a t a m b u la n c e  o ff ic e rs  as m e n  d id  n o t 

n e ed . T h u s , o ff ic e rs  w e re  o n ly  e v e r th e  g iv e rs  o f  p u b lic  e m o tio n a l su p p o r t, n e v e r  th e  

re c e iv e rs . T h is  s itu a tio n  w a s  ev en  m o re  d iff ic u lt fo r y o u n g  o ff ic e rs  w h o  h a d  n o  

s ig n if ic a n t o th e r  o r  sp o u se  liv in g  in th e  c o m m u n ity .

W h ile  m o s t  o ff ic e rs  w h o  w o rk  in  u rb an  an d  p ro v in c ia l c e n tre s  d o  n o t  e x p e r ie n c e  

th is  m e rg in g  o f  w o rk  a n d  h o m e , th e re  is still an  im p lic it a s su m p tio n  b y  th e  Q A S  th a t
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o ff ic e rs  w ill re c e iv e  m o s t  o f  th e ir  e m o tio n a l su p p o rt o ff -s ta g e . T h e  m a jo r i ty  o f  o ff ic e rs  

in te rv ie w e d  a n d  o b s e rv e d  w e re  m a rr ie d  w ith  c h ild ren . W ith  th e  e x c e p tio n  o f  o n e  o ff ic e r , 

a ll o ff ice rs  a d m itte d  th a t  th e y  w o u ld  fin d  it d if f ic u lt to  do  th e ir  jo b  w ith o u t  th e  s u p p o r t 

o f  th e ir  sp o u se . T h e y  a lso  a d m itte d  th a t th e  e m o tio n a l s tre ss  o f  a m b u la n c e  w o rk  o f te n  

p la c e d  s ig n if ic a n t p re s s u re  u p o n  th e ir  re la tio n sh ip s . In  so m e  c a se s , th e y  c ite  th is  as th e  

m a in  re a so n  fo r  m a r ita l  b re a k d o w n  an d  su b se q u e n t d iv o rc e .

In  te rm s  o f  h o w  s p o u se s  a ss is t in  e m o tio n a l p ro c e ss  w o rk , o ff ic e rs  b e l ie v e  th a t 

d if f ic u ltie s  a r ise  w h e n  th e re  is  an  a tte m p t to  b a lan c e  th e  a m o u n t o f  d is c lo s u re  to  fa m ily  

m e m b e rs  a b o u t w o rk , a n d  th e  a m o u n t o f  p ro c e ss  w o rk  an  o ff ic e r  c h o o se s  to  e n g a g e  in  

in d iv id u a lly . A s  o n e  o f f ic e r  illu s tra te d , ‘p ro te c tin g ’ fa m ily  m e m b e rs  f ro m  th e  

u n p le a s a n t a n d  g ru e s o m e  p a rts  o f  th e  jo b  is in i ts e lf  an  e x te n s io n  o f  th e  w o rk d a y . 

T h e re fo re , e m o tio n a l la b o u r  c o n tin u e s  a fte r  h o u rs  in th e  fo rm  o f  s h ie ld in g  th e  fa m ily  

fro m  th e  e x tre m e  a sp e c ts  o f  a m b u la n c e  w ork :

I th in k  I sc re e n  a  lo t o f  th e  th in g s  I b r in g  h o m e. I sh a re  a  lo t o f  th in g s  w ith  

th e  w ife , b u t  th e re  a re  a  fe w  th in g s  I w o n ’t sh are . B u t th e re  a re  o th e r  th in g s  

th a t I sh a re  w ith  h e r , as d is ta s te fu l as th e y  are , I th in k  sh e  k n o w s  m y  

w a rp e d  se n se  o f  h u m o u r , w h e n  I ta lk  a b o u t v a rio u s  th in g s  a t in a p p ro p r ia te  

tim e s . O v e r  th e  m e a l  ta b le  w ith  all th e  b lo o d  a n d  g u ts . P a s s  th e  to m a to  

sa u c e  p le a se . I o f te n  th o u g h t w h e th e r  to  u se  th is  as a  m e c h a n is m  to  m a k e  

lig h t o f  a  b a d  s i tu a tio n  o r  to  jo k e  it o ff. I th in k  m y  w ife  h as  to  b e  fa ir ly  

u n iq u e  to  b e  a b le  to  p u t  u p  w ith  so m e  o f  th e  s tu f f  I b r in g  h o m e . B u t I d o n ’t 

b r in g  e v e ry th in g  h o m e  to  h e r. T h e re  a re  ce r ta in  th in g s  th a t I w o n ’t d is c u s s  

w ith  h e r. I to ld  h e r  n o t  to  lo o k  a t m y  te x tb o o k s . T h e  p ic tu re s  th a t  a re  in 

th e m  a re  ju s t  to o  g ra p h ic . I fin d  it d is tre ss fu l to lo o k  a t th e m  m y se lf , 

p a r tic u la r ly  i f  y o u ’v e  g o t k id s  th e  sam e  age  as th e  k id s  in  th e  p ic tu re s  in  

th e se  b o o k s .

(“ F ra n k ” , O IC  M e tro  N o .2 1 )

O ff ic e rs  a lso  re p o r te d  th a t sp o u se s  b e c o m e  fru s tra te d  w h e n  an  o ff ic e r  c h o o se s  to  

b e  s e le c tiv e  a b o u t h o w  m u c h  d isc lo su re  o c cu rs  a fte r  a  sh if t. A s an  o ff ic e r  o f  o v e r  

tw e n ty  y e a rs  s ta n d in g  e x p la in e d , th e re  is a fine b a lan c e  b e tw e e n  d e c id in g  w h a t th e
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o ff ic e r  th in k s  is d is tre s s in g  fo r  th e  sp o u se , an d  g u e ss in g  w h a t th e  s p o u se  w il l  w a n t to  

hear:

I f  m y  w ife  k n e w  w h a t I ’d  see n  a n d  d o n e  o v e r th e  y e a rs , th e r e ’s n o  w a y  sh e  

w o u ld  h a v e  le t m e  ta k e  th is  jo b  o n  again . Sh e  h a s n ’t th e  a b il i ty  to 

c o m p re h e n d  th e  s c o p e  o f  w h a t I ’d  do n e , seen , b e e n  o v e r  tw e n ty  th re e  

y ea rs . S h e  c a n  say , I c a n  u n d e rs ta n d  th e  n a tu re  o f  y o u r  jo b  b u t  sh e  c a n ’t 

id e n tify  w ith  th e  jo b . I f  I go  h o m e  and  te ll h e r  w h a t I ’v e  seen , s h e ’s g o t  to  

n o w  d e a l w ith  th a t  p ro b le m . A n d  th e re  a re  v e ry  few  w o m e n  in  th a t  c o n te x t 

w h o  c a n  d e a l w ith  th a t s itu a tio n . N o  m a tte r  h o w  m u c h  th e y  say , I w a n t 

y o u  to  te ll  m e . Y o u ’v e  g o t to  d e a l w ith  a  lo t y o u rs e lf  an d  ta lk  to  p e o p le  y o u  

c an  tru s t  b u t  s till  n o t to ta lly  k e ep  y o u r  fam ily  o u t o f  it. T h a t ’s a  m is ta k e . 

Y o u ’re  g o in g  to  fa ll d o w n  in  a  b ig  w a y  i f  y o u  do th a t. Y o u ’v e  g o t to  d o  a 

b a la n c in g  act, y o u  h a v e  to  say , I c an  te ll y o u  th is  m u ch . I c an  te ll  y o u  th is  

h a p p e n e d , b u t  I c a n ’t te ll  y o u  th a t h ap p en ed . I ’ve d e a lt w ith  it, i t ’s no  

lo n g e r  an  is su e . I f  i t ’s an  is su e , I ’ll le t y o u  kn o w .

(“ D re w ” , A O  R u ra l N o . l )

O ff ic e rs  re p o r te d  th a t th e y  n e g o tia te d  ‘ro u tin e s ’ w ith  th e ir  sp o u se s  fo r  d e a lin g  

w ith  d if f ic u lt  sh ifts . It is n o t su rp r is in g  th a t the lo n g es t s e rv in g  o ff ic e rs  w e re  th e  o n e s  

w h o  w e re  w ill in g  to d is c u s s  th e se  ro u tin es  and  th e ir  re la tiv e  su c c e sse s  o r  fa ilu re s . T h e  

su cc e ss  o f  th e se  ro u tin e s  in  d e fu s in g  an g e r o r fru s tra tio n  d e p e n d e d  u p o n  th e  s p o u se  

b e in g  c o m m itte d  to  d o in g  th is  k in d  o f  e m o tio n a l p ro c e ss  w o rk . F o r  in s ta n c e , an

a m b u la n c e  ‘c o u p le ’ w h o  h a v e  b e e n  m a rrie d  for o v e r  tw e n ty  y e a rs  h a v e  d e v e lo p e d  a

ro u tin e  w h e re b y  th e  o f f ic e r  ‘s ig n a ls ’ to h is  sp o u se  i f  he  n e ed s  e m o tio n a l sp a c e  w h e n  h e  

c o m e s  h o m e :

I f  y o u ’v e  h a d  a  d a y  w h e n  y o u  can  p ro c e ss  th e d a y ’s w o rk  th e n  th e  s w itc h  is 

q u ite  e asy . I f  i t ’s n o t  th e n  y o u ’v e  f in ish e d  w o rk  a n d  b a n g , y o u ’v e  g o n e  

h o m e . T o  a  la rg e  d e g re e  y o u ’ve  g o t to  h a v e  a  v e ry  u n d e rs ta n d in g  fa m ily . A  

v e ry  p a tie n t  fa m ily . O v e r  tim e  m y  w ife  h ad  le a m t th a t i f  I w a lk  in  a n d  m y  

m a n n e r is m s  a re  su c h , th e n  s h e ’ll ju s t  w a lk  o u t th e  o th e r  d o o r. S h e ’ll j u s t  g o  

a w a y  a n d  le a v e  m e  a lo n e  fo r  an  h o u r  o r tw o . U n til I ’v e  p ro c e s s e d  it a n d  

d e a lt  w ith  it a n d  p u t  it w h e re  i t ’s su p p o se d  to go . T h e n  I ’ll w a lk  o u t an d  

w e ’ll s ta r t  fro m  th e re . I ’v e  ju s t  w a lk ed  in  th e  d o o r... I t ’s v e ry  ra re  th a t 

y o u ’ll fin d  a n y o n e  w h o ’s ab le  to say  , th a t’s it. I ’ve f in ish e d  w o rk . I ’m  

g o in g  h o m e . I ’ll d e a l w ith  th a t p ro b le m  to m o rro w . B e c a u se  y o u  c a n ’t. 

Y o u ’re  s till  ta k in g  it h o m e , and  i f  yo u  d o n ’t deal w ith  it, th e n  i t ’s g o in g  to

a ffe c t y o u  p e rs o n a lly  and  th e  re st o f  y o u r fam ily . I t ’s g o t to. I ’d d e fy
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a n y b o d y  w h o  s a y s  th e y  c an  do  th a t an d  it d o e s n ’t a ffe c t th e m . T h o s e  w h o  

d o  th a t, o r  w h o  try  to  do  th a t, a re  th e  p e o p le  I th in k  w h o  w il l  h a v e  

p ro b le m s  d e a lin g  w ith  a n y th in g . T h e ir  s tre ss  le v e ls  a re  g o in g  to  go  

th ro u g h  th e  ro o f .

(“D re w ” , A O  R e m o te  N o . l )

L e a rn in g  w h e n  to  ‘go  a w a y ’ is an  e x p e c ta tio n  w ith  w h ic h  m a n y  sp o u se s  h a v e  

e x tre m e  d if f ic u lty  c o p in g , p a r tic u la r ly  y o u n g e r  c o u p le s  w ith  c h ild re n . O n e  y o u n g  

o ff ic e r  s ta te d  th a t h is  s p o u se  ‘h o u n d e d ’ h im  at th e  e n d  o f  e v e ry  s h if t  to  te ll h e r  

e v e ry th in g  th a t h a d  h a p p e n e d  d u rin g  th e  day . W h en  h e  re fu s e d  to  c o m p ly , sh e  b e c a m e  

fru s tra te d  a n d  th is  o f te n  le d  to m a rita l co n flic t. T h e  o f f ic e r ’s m a in  p ro b le m  w ith  th is  

s itu a tio n  w as  th a t he h a d  little  p r iv a te  sp ace  in w h ich  h e  c o u ld  p ro c e s s  th e  d a y ’s e v e n ts  

an d  e m o tio n s .

B y  th e ir  o w n  a d m is s io n , m a n y  o ffice rs  b e ca m e  in to le ra n t an d  ir r i ta b le  a t w h a t 

th ey  p e rc e iv e  as th e  tr iv ia l i ty  o f  life  o u ts id e  the Q A S. R e q u e s ts  fro m  s p o u se s  to  b e h a v e  

lik e  ‘a v e ra g e ’ m e n  o u ts id e  o f  w o rk  and  w ith in  th e  fa m ily  e n v iro n m e n t to g e th e r  w ith  

sh if tw o rk  a n d  th e  e n s u in g  ir re g u la r  s le e p in g  an d  ea tin g  p a tte rn s , le d  to  c o n f l ic t  a b o u t 

is su es  o f  su p p o rt. O n e  o f f ic e r  w h o  h ad  re c e n tly  d iv o rc e d  a f te r  f if te e n  y e a rs  o f  m a rr ia g e , 

a d m itte d  th a t h is  in a b il i ty  to  c o p e  w ith  th e  e m o tio n a l sw itc h  fro m  w o rk  to  h o m e  w a s  

on e  o f  th e  m a jo r  c o n tr ib u tin g  fa c to rs  to  th e  b re a k d o w n  o f  h is  m a rr ia g e :

I th in k  w e ’re  v e ry  in to le ra n t at h o m e . I h av e  an  in te re s t  in te l l in g  th is  

b e c a u se  I ’m  a  M r. F ix it. A n d  th a t’s th e  m e n ta lity  th a t y o u  g e t in to  a n d  i t ’s 

h a rd  n o t to b r in g  th a t  h o m e . A n d  yo u  g e t irr ita te d  w h e n  y o u ’re  a lw a y s  

f ix in g  o th e r  p e o p le ’s p ro b le m s . A t w o rk  i t ’s e x p e c te d  o f  y o u . B u t w h e n  

y o u  c o m e  h o m e  a n d  s o m e o n e  w an ts  to y o u  to fix  th e ir  p ro b le m s , i t ’s lik e , 

w h y  c a n ’t s o m e b o d y  fix  m y  p ro b le m s?  W h y  am  I th e  M r. F ix i t  fo r  

e v e ry o n e ?  A n d  w h e n  y o u r  sp o u se  say s , c an  y o u  go  to  th e  b a n k  a n d  p a y  a  

b il l? , s o m e tim e s  it c a n  ju s t  tr ig g e r  o f f  a  rage . W h y  sh o u ld  I d o  s o m e th in g  

lik e  th a t w h e n  a ll I e v e r  seem  to do  is fix  o th e r  p e o p le ’s p ro b le m s . I fix  

th e m  at w o rk  a n d  n o w  a t h o m e  I h av e  to fix  th em . I th in k  I h a d  p ro b le m s  

w ith  th a t d u r in g  th e  f irs t five  years. I u sed  to c o m e  h o m e  a n d  I u se d  to 

th in k . I ’ve  d o n e  m y  w o rk  an d  I ’ve fixed  up fif te en  p a t ie n ts ’ p ro b le m s



to d a y , an d  th e n  I c o m e  h o m e  an d  y o u ’ve go t a  m ig ra in e  a n d  y o u  w a n t m e  

to  c o o k  te a , a n d  I th in k  no . I ’v e  k n o c k e d  off. Y o u  c o o k  tea . Y o u  g e t v e ry  

in to le ra n t.

(“R o d ” , A O  M e tro  N o .9)

N o t a ll o ff ic e rs  fe lt as th o u g h  th e ir  w o rk  w as  a  m a jo r  im p o s it io n  o n  fa m ily  life . 

O ffic e rs  w h o se  s p o u se s  w o rk e d  in  re la te d  o c cu p a tio n s  su ch  as  n u rs in g  re p o r te d  th a t  

e m o tio n a l p ro c e s s  w o rk  a t h o m e  w a s  fru itfu l b e c a u se  th e y  b e lie v e d  th a t th e ir  s p o u se s  

h a s  so m e  u n d e rs ta n d in g  o f  h o w  e m o tio n a lly  d e m a n d in g  a m b u la n c e  w o rk  is.

In  a d d it io n  to  p ro v id in g  e m o tio n a l su p p o rt, sp o u se s  o f te n  h a v e  to  d e a l w ith  

fre q u e n t a b se n c e s  o f  th e  o ff ic e r  fro m  fam ily  g a th e r in g s , s p o r tin g  e v e n ts  a n d  s o c ia l 

fu n c tio n s . T h is  so m e tim e s  le ad s  to te n s io n  w ith in  th e  e x te n d e d  fa m ily , as th e  s p o u se  h a s  

to  do  th e  e m o tio n  w o rk  o f  a lla y in g  fears o f  w h y  th e  o ff ic e r  is n o t  in  a t te n d a n c e . W h ile  

th e  ‘a b se n t f a th e r ’ is  n o t a ll th a t u n u su a l at sch o o l fu n c tio n s , fo r an  o f f ic e r  in v o lv e d  in  a 

tra d itio n a l h e te ro se x u a l re la tio n sh ip , c o n tin u a l ab sen ces  fro m  fa m ily  e v e n ts  m a y  c a u s e  

p ro b le m s  fo r  th e  s p o u se  in  th a t th e  fam ily  m ay  v iew  th e  re la tio n s h ip  as d y s fu n c tio n a l  o r  

a b n o rm a l.

W h ile  th e re  is  n o  e v id e n c e  to su g g es t th a t a m b u la n c e  o ff ic e rs  h a v e  a  h ig h e r  th a n  

a v e ra g e  d iv o rc e  ra te , th e re  is  so m e  v a lid ity  in  su g g es tin g  th a t y o u n g e r  o ff ic e rs  w h o  h a v e  

y o u n g  c h ild re n  a re  u n d e r  c o n s id e ra b le  o ff-s tag e  p re ssu re  c o m p a re d  w ith  o f f ic e rs  w h o  

h a v e  se rv e d  fo r  lo n g e r  p e r io d s  a n d  w h o se  fa m ilie s  a re  o ld e r  a n d  m o re  e s ta b lis h e d . I t  is 

a rg u e d  h e re  th a t y o u n g e r , m a rr ie d  o ff ice rs  an d  ru ra l o ff ice rs  h a v e  th e  g re a te s t  n e e d  to 

d e v e lo p  so u n d  e m o tio n a l p ro c e s s  sk ills , fo r it is th e se  g ro u p s  th a t  m a y  b e  a t g re a te s t  r is k  

o f  e m o tio n a l b u rn o u t i f  th e ir  o ff-s tag e  su p p o rt is in a d eq u a te  o r  d e f ic ie n t. E m o tio n a l 

p ro c e ss  w o rk  m a y  in v o lv e  so m e th in g  as s im p le  as a  sh o rt a m o u n t o f  tim e  a n d  sp a c e  

a w ay  fro m  fa m ily  an d  fr ie n d s , o r  it m ay  be as co m p le x  as a  c lo se  re la tio n s h ip  w ith  a

195



196

re lig io u s  m in is te r  o r  h e a lth  p ro fe s s io n a l su ch  as a  p sy c h o lo g is t . T h e  fo llo w in g  q u o te  

c o m e s  fro m  a n  o f f ic e r  w h o  h as  sp en t m o s t o f  h is  a m b u la n c e  c a re e r  in  re m o te  s ta tio n s . 

H e  d e sc r ib e s  h o w  h is  re la tio n s h ip  w ith  a  lo ca l m in is te r  o f  r e l ig io n  h e lp s  h im  b a la n c e  h is  

w o rk  a n d  h o m e  life:

W e  h a v e  a  s ta t io n  c h a p la in  w h o  is m y  o w n  p as to r . H e  k n o w s  a ll a b o u t the 

a m b u la n c e  se rv ic e . H e ’s a  fr ien d  an d  m y  p a s to r  as w e ll  as th e  w o rk  

c h a p la in . H e  c a tc h e s  u p  w ith  m e  w h e re v e r  I am  a n d  it h e lp s  m e  h a n d le  n o t 

o n ly  p a t ie n t  re la te d  p ro b le m s  b u t a lso  o th e r  m a n a g e r ia l  d e c is io n s  a n d  h o w  

th e y  g o  a g a in s t y o u .

(“ A l” , O IC  R e m o te  N o .6 )

A ll ru ra l o ff ic e rs  c o m m e n te d  th a t th e re  w as a  s tro n g  n e e d  to  d e v e lo p  a 

re la tio n sh ip  w ith  so m e o n e  o u ts id e  th e  fam ily  c irc le  in  w h o m  o n e  c o u ld  c o n fid e . O n e  

o ff ic e r  d e s c r ib e d  a  s tin t in  ru ra l Q u e e n s la n d  th a t w as  p a r tic u la r ly  tra u m a tic , a n d  h o w  h is  

v is it to  h is  lo c a l d o c to r  p ro v id e d  th e  e m o tio n a l sp ace  he n e e d e d  to  p ro c e s s  th e  ‘o u tla w ’ 

e m o tio n s  h e  e x p e r ie n c e d :

In  th e  c o u n try  y o u  d o n ’t ta lk  a b o u t it. Y o u  d ea l w ith  it y o u rs e lf ,  an d  y o u  

d o n ’t s h o w  y o u r  e m o tio n s . I w o rk e d  in o n e  c o u n try  to w n  fro m  19 7 4  to 

1 9 8 2 , a n d  o n e  p a r t ic u la r  y ea r, w h e th e r  it w as  a d ro u g h t o r  th e  in te re s t  ra te s  

w e re  h ig h , th e re  w e re  a  lo t o f  su ic id es . I re c k o n  th e re  w o u ld  h a v e  b e e n  o n e  

a  m o n th . F o r  th e  w h o le  y e a r  I re c k o n  I w o u ld  h a v e  c o p p e d  te n  o f  th e  

tw e lv e . A n d  th is  w a s  v io le n t s tu ff. S h o tg u n s  u n d e r  th e  ch in . B ra in s  ju s t  

s p la t te re d  a ll o v e r  th e  ro o m . H a n g in g s . C a rb o n  m o n o x id e  p o is o n in g s . 

R e a lly  d is tre s s in g  s tu ff . A n d  I w a n te d  so m eo n e  to  ta lk  to  a n d  th e  o n ly  

r e a c tio n  I w o u ld  g e t w a s  i f  y o u  c a n ’t s tan d  th e  h e a t g e t o u t  o f  th e  fire . O r 

y o u ’re  to o  w e a k . Y o u  n e e d  to b e  o u t o f  th e  jo b  i f  y o u  c a n ’t h a n d le  th o se  

so r t  o f  th in g s . I n e e d e d  so m e o n e  to  ta lk  to , an d  in  th e  c o u n try  th e  a ttitu d e  

w a s  d if fe re n t.  Y o u  h a d  to  d ea l w ith  it y o u rs e lf  an d  th e y  w e r e n ’t p re p a re d  to 

h e lp . I t ’s c h a n g e d  n o w , an d  i t ’s b een  fiv e  y ea rs  s in c e  I ’v e  b e e n  in  th e  

c o u n try . T h a t a ffe c te d  m e  h a rd  at th e  tim e . I e n d e d  u p  g o in g  to th e  lo cal 

G P . I d o n ’t k n o w  w h a t m a d e  m e  go  th e re , w h e th e r  it w a s  fo r  so m e  o th e r  

re a so n , b u t  f if te e n  to  tw e n ty  m in u te s  la ter, I c am e  o u t a  d if fe re n t m a n  w ith  

a  d if f e r e n t  a ttitu d e .

(“ F ra n k ” , O IC  M e tro  N o .2 1 )



In  c o n c lu s io n , th e  re lia n c e  o f  th e  Q A S u p o n  fa m ilie s , in  p a r t ic u la r  w o m e n , to  do  

th e  u n p a id  e m o tio n a l p ro c e s s  w o rk  co m es  at a  p ric e  fo r b o th  th e  o rg a n is a tio n  a n d  th e  

fa m ily . In  b e in g  to o  d e p e n d e n t u p o n  w o m e n  w ith in  th e  p r iv a te  s p h e re  d o in g  th e  b u lk  o f  

th e  e m o tio n  w o rk , th e  o rg a n is a tio n  ru n s  th e  r is k  o f  p ro v id in g  e v e n  le ss  s u p p o r t  i f  

w o m e n  s ta r t  to  w ith d ra w  th e ir  la b o u r. S im ila r ly , fa m ilie s  w h o  c o n tin u e  to  d o  e m o tio n a l  

p ro c e s s  w o rk  e x p e r ie n c e  a  ‘s p e e d -u p ’ w h e n  in c re a s in g  n u m b e rs  o f  o ff ic e rs  a re  s u b je c t  to  

in c re a s e d  s tre ss  in  th e  w o rk p la c e .

W h ile  an  o ff ic e r  is  a llo w e d  to  p u b lic a lly  a c k n o w le d g e  h is  n e ed  to  re c e iv e  

e m o tio n a l s u p p o r t fro m  h is  sp o u se  o r  p a rtn e r , th is  p e rm is s io n  d o e s  n o t e x te n d  to 

a c k n o w le d g in g  m a le  fr ie n d s  an d  a sso c ia te s  as e m o tio n a l su p p o rts . T h ro u g h o u t 

f ie ld w o rk , I h e a rd  m a n y  s to rie s  o f  h o w  o ff ice rs  w e re  o n  th e  re c e iv in g  en d  o f  p u b lic  

a d m o n is h m e n t fro m  o th e r  o ff ice rs  i f  they  a d m itte d  th e  n e ed  for e m o tio n a l s u p p o r t fro m  

w ith in  th e  o rg a n isa tio n . A s th e  o ff ic e r  w h o  a tte n d ed  th e  ru ra l s u ic id e s  p o in te d  o u t, th e re  

is a  v e ry  rea l e x p e c ta tio n  th a t o ff ice rs  sh o u ld  n o t e n g a g e  in  e m o tio n a l p ro c e s s  w o rk  

d u r in g  a m b u la n c e  tim e . W h ile  m o s t o ff ice rs  a re  q u ic k  to a c k n o w le d g e  th is  ‘h a r s h n e s s ’ 

as an  in d ic a to r  o f  th e  d a rk  s id e  o f  th e  Q A S , o ff ice rs  w e re  lo a th e  to  v is ib ly  s u p p o r t  th e  

n e e d  fo r  e m o tio n a l c u ltu ra l ch an g e .

T h e  Q A S  h as  re c e n tly  u n d e rg o n e  s ig n if ic a n t o rg a n is a tio n a l c h a n g e  th a t  h a s  

in v o lv e d  a tte m p ts  a t d e e p  s tru c tu ra l an d  c u ltu ra l sh ift. A s  V a n  M a a n e n  a n d  K u n d a  

(1 9 8 9 )  e x p la in , i f  a n y  a tte m p t a t c u ltu ra l c h a n g e  is to b e  e ffe c t iv e , it m u s t in c lu d e  

a tte m p ts  to  c h a n g e  p re v a ilin g  e m o tio n a l c u ltu re s  w ith in  th e  o rg a n isa tio n . In  o th e r  

w o rd s , c u ltu ra l c h a n g e  can  be g au g ed  by  h o w  m u c h  c h a n g e  in  o rg a n is a t io n a l  

e m o tio n a li ty  h a s  o c c u r re d  w ith in  an  o rg a n isa tio n . In  te rm s  o f  c h a n g e s  to  o rg a n is a t io n a l  

e m o tio n a lity , th e  m a in  d if f ic u lty  th e  Q A S faces  is th e  fac t th a t as an  o rg a n is a tio n , it  h a s
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n o t  r e c o g n is e d  th a t v a r io u s  face ts  o f  e m o tio n a l c u ltu re  a re  p ro b le m a tic . In  o rd e r  to 

u n d e rs ta n d  th is  c o n u n d ru m , to  u n d e rs ta n d  h o w  th e  e m o tio n a l c u ltu re  d e v e lo p e d  in to  its 

c u r re n t  fo rm , w e  n e e d  to  lo o k  at h o w  th e  o rg a n isa tio n  i t s e l f  d e v e lo p e d . A s  a lre a d y  

o u t l in e d  in  C h a p te r  4 , a n  h is to r ic a l o u tlin e  o f  th e  o r ig in s  o f  th e  Q A S  in d ic a te d  th a t 

m il i ta r y  in f lu e n c e s  w e re  s tro n g , an d  tra c e s  o f  p a ra -m ilita ry  c u ltu re  a re  s till  c u rre n tly  

in f lu e n tia l .

T h e  p a ra -m il i ta ry  d im e n s io n s  o f  th e  Q A S  in c lu d e  a  c e n tra lis e d  c o m m a n d  

s tru c tu re  w ith  a  r ig id  c h a in  o f  c o m m a n d ; c le a rly  d e lin e a te d  lin e s  o f  c o m m u n ic a tio n  a n d  

a u th o r i ty ;  e m p h a s is  o n  m a in te n a n c e  o f  th e  s ta tu s  qu o; a  h ig h ly  c e n tra lis e d  sy s te m  o f  

o p e ra t io n s ;  p ro m o tio n a l  o p p o rtu n itie s  w h ic h  are  o n ly  u s u a lly  a v a ila b le  to  m e m b e rs  o f  

th e  o rg a n is a t io n ;  a n d  la c k  o f  f le x ib ili ty  w h e n  c o n fro n te d  w ith  s itu a tio n s  n o t c o v e re d  b y  

e x is t in g  d ire c tiv e s , o rd e rs  o r  p o lic ie s  an d  p ro c e d u re s  (A u te n , 19 8 1 ). B a s e d  o n  

o b s e rv a tio n s  d u r in g  f ie ld w o rk , it is a rg u e d  h e re  th a t th e  Q A S  h as  a d o p te d  a ll th e  

in f le x ib il i ty  a n d  r ig id ity  o f  th e  c la ss ica l p a ra -m ilita ry  o rg a n is a tio n a l s tru c tu re , a n d  th is  

h a s  d ire c t ly  in f lu e n c e d  th e  k in d  o f  e m o tio n a l c u ltu re  th a t h a s  d e v e lo p e d .

In  a d d it io n  to  th is , th e re  is c lo se  a llia n c e  b e tw e e n  p a ra -m ili ta ry  in f lu e n c e s  u p o n  

e m o tio n a l  c u ltu re  a n d  th e  p r iv i le g in g  o f  m a sc u lin is t  fo rm s o f  e m o tio n a l e x p re s s io n  an d  

c o p in g  s tra te g ie s . T h is  a llia n c e  fo rm s th e  c u ltu ra l fo u n d a tio n  u p o n  w h ic h  o rg a n is a tio n a l 

e m o tio n a li ty  w ith in  th e  Q A S  is b a sed . In d e e d , it c o u ld  b e  a rg u e d  th a t th e  g e n d e re d  

n a tu re  o f  th e  e m o tio n a l c u ltu re  is th e  k e y  to e x p la in in g  w h y  a tte m p ts  a t e x te n s iv e  

e m o tio n a l  c u ltu ra l c h a n g e  h a s  fa iled . T h is  w h e re  M a r tin ’s c u ltu ra l m a tr ix  is  in s tru c tiv e . 

A  d if f e r e n tia t io n  a p p ro a c h  to  m a n ag e ria l id e o lo g y  re v e a ls  th a t w h ile  m a n a g e m e n t 

a c k n o w le d g e d  th e  n eed  fo r e m o tio n a l c u ltu ra l ch an g e , th e re  h a s  b e e n  no  rea l a tte m p t 

c o m m it n e c e s sa ry  le v e ls  o f  fu n d s  an d  re so u rce s  to fa c ilita te  su ch  a  c h an g e . H o w ev e r,
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so le  a d o p tio n  o f  a  d if fe re n tia tio n  a p p ro a c h  w o u ld  h a v e  m is se d  th e  h ig h  le v e ls  o f  

a m b ig u ity  a n d  c o m p lic i ty  p re s e n t a t th e  s h o p f lo o r  le v e l w ith  re g a rd s  to  o rg a n is a tio n a l 

e m o tio n a lity . A  f ra g m e n ta tio n  a p p ro a c h  a c c o m m o d a te s  th e  p o s s ib il i ty  o f  th e  e x is te n c e  

o f  m u ltip le  o rg a n is a tio n a l m a sc u lin it ie s  a n d  h e n c e , m u ltip le  o rg a n is a t io n a l  

e m o tio n a lit ie s .

E M O T IO N A L IT Y  A S  P A T H O L O G Y : P R IO R IT Y  O N E  

C O U N S E L L IN G  S E R V IC E  A N D  P E E R  S U P P O R T  P R O G R A M

T h e  te n d e n c y  to  tre a t e m o tio n a lity  as p a th o lo g ic a l is b e s t i l lu s tra te d  th ro u g h  

re s p o n se s  o ff ic e rs  g a v e  to  q u e s tio n s  a b o u t h o w  o rg a n isa tio n a l c h a n g e  h as  a ffe c te d  le v e ls  

o f  e m o tio n a l e x p re s s io n  o u ts id e  o f  th e  fro n ts ta g e  a ren a , a ttitu d e s  to w a rd s  th e  p u b lic  

re c o g n it io n  o f  o c c u p a tio n a l s tre ss , a n d  th e  e ffe c tiv e n e s s  and  p a tro n a g e  o f  e m p lo y e e  

a s s is ta n c e  p ro g ra m s  su c h  as th e  p e e r su p p o rt p ro g ra m  a n d  p r io r ity  on e . A p p e n d ix  12 

illu s tra te s  h o w  th e  P r io r ity  O n e  c o u n se llin g  se rv ice  h as  b e en  p ro m o te d  to  o ff ice rs .

O ff ic e rs  re p e a te d ly  re m a rk e d  ab o u t th e  u se  v a lu e  o f  e m p lo y e e  a s s is ta n c e  

p ro g ra m s  su c h  (E A P s)  as  p r io r ity  o n e  a n d  p e e r  su p p o rt. F o r  in s ta n c e , o n e  D is tr ic t  

S u p e r in te n d e n t a rg u e d  th a t th e  Q A S  is ‘m e d d lin g ’ to o  m u c h  w ith  w h a t h e  c o n s id e re d  

th e  ‘n a tu ra l’ c o p in g  m e c h a n is m  o f  o ff ice rs . H e  m a in ta in e d  th a t e n c o u ra g in g  o ff ic e rs  to 

r e ly  o n  p s y c h o lo g ic a l  s u p p o r t s e rv ice s  to  d ea l w ith  s tre ss  o n ly  re su lts  in  a  w e a k e n in g  o f  

th e  in d iv id u a l’s c a p a c ity  to  co p e . W h ile  h e  a c k n o w le d g e d  th a t th e  Q A S  h a d  n o t 

p ro v id e d  s u f f ic ie n t  o rg a n is a tio n a l su p p o rt to  o ff ic e rs  w h o  w e re  s u ffe r in g  fro m  

e m o tio n a l s tre s s  a n d  b u rn o u t, h e  in tim a te d  th a t d e a lin g  w ith  s tre ss  is f irs t a n d  fo re m o s t 

an  in d iv id u a l re sp o n s ib il i ty :
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T h e r e ’s a  re a l d a n g e r  fro m  w h e re  I sit. T h e  a m b u la n c e  s e rv ice  h a s  h a d  a  

b u n c h  o f  c o p in g  m e c h a n is m s  th a t  m a y  o r  m a y  n o t h a v e  b e en  u p  to  s c ra tc h .

S o m e  o f  th e m  h a v e  b e en  a b so lu te ly  h o rre n d o u s ... a lso  w ith  th e  re c ru itin g

w e ’re  d o in g  w e ’re  g e ttin g  a  d if fe re n t ty p e  o f  p e rs o n  th a n  w h a t  w e  w e re  

g e ttin g  in  th e  p a s t. W e  m a y  c h a n g e  th e  s tru c tu re  o f  th e  a m b u la n c e  se rv ic e  

in to  o n e  w h ic h  to ta lly  re lie s  o n  th e  s e rv ice s  o f  th e  p s y c h o lo g is t  to  g e t th e  

jo b  d o n e . I see  th a t as a  re a l d a n g e r . W h a t I ’m  c o n c e rn e d  a b o u t is  th a t 

p e o p le ’s c o p in g  m e c h a n is m s  n e e d  to  b e  a llo w e d  to  ru n . T h e y  n e e d  h e lp , 

su re . W h e n  th e y  n e e d  h e lp  th e y  sh o u ld  g e t it. B u t d o n ’t in te rfe re  in  th e ir  

c o p in g  m e c h a n ism s . L e t th e m  m a tu re  w ith  th o se  m e c h a n is m s  a n d  le t th e  

s y s te m  g ro w .

(“T e d ” , O IC  R u ra l N o . 12)

T h is  s e n io r  o f f ic e r  is re fe rr in g  h e re  to  a  m o v e  to w a rd s  p r iv i le g in g  fo rm a l s tre ss  

m a n a g e m e n t s tra te g ie s  s u c h  as C IS D  o v e r  in fo rm a l o n es  su ch  as lo c a lise d  su p p o r t o r  

o f f -s ta g e  s u p p o r t su c h  as fr ien d s  an d  fa m ily . H o w e v e r, th is  o f f ic e r  m a k e s  a  c ru c ia l

p o in t. E m p lo y e e  a ss is ta n c e  p ro g ra m s  su c h  as P r io r ity  O n e  w e re  e s ta b lis h e d  as a

c o u n se llin g  se rv ic e  fo r  o ff ic e rs  an d  th e ir  fa m ilie s  w h o  w e re  in n e ed  o f  a s s is ta n c e  in 

d e a lin g  w ith  th e  e m o tio n a l d e m a n d s  o f  th e  jo b , p a r tic u la r ly  c r itic a l in c id e n t s tre ss . 

P s y c h o lo g is ts  a n d  p s y c h ia tr is ts  a re  c o n tra c te d  to p ro v id e  a lle g e d ly  c o n f id e n tia l  tw e n ty -  

fo u r  h o u r  p h o n e  c o u n se llin g . A t th e tim e  o f  th is  s tu d y , o ff ic e rs  an d  th e ir  fa m ilie s  w e re  

e n tit le d  to  th re e  free  s e s s io n s  w ith  a  c o u n s e llo r  d e s ig n a te d  b y  th e  se rv ic e .

W h ile  th e re  is n o  d a ta  p re s e n te d  h e re  to v a lid a te  th e  p re v io u s  o f f ic e r ’s c o n c e rn s  

ab o u t w h a t th e  lo n g  te rm s  c o n se q u e n c e s  o f  su c h  p ro g ra m s  a re  fo r th e  se rv ic e , b a se d  o n  

o b se rv a tio n s  a t th e  tra in in g  c e n tre  a n d  m a n y  h o u rs  o f  d is c u s s io n  w ith  p e e r  su p p o r t 

o ff ic e rs , it is a p p a re n t th a t th e se  c o u n s e llin g  se rv ic e s  d e a l m a in ly  w ith  th e  in d iv id u a l 

qua  in d iv id u a l. In  o n e  h u m a n  re la tio n s  tra in in g  se s s io n  c o n d u c te d  b y  a  re g is te re d  

c o u n se llin g  p s y c h o lo g is t ,  a  s u b s ta n tia l  a m o u n t o f  e m p h a s is  w a s  p la c e d  u p o n  te a c h in g  

o ff ic e rs  to  su s ta in  w o rk  p e rfo rm a n c e  th ro u g h  in d iv id u a l s e lf -m a n a g e m e n t te c h n iq u e s  

su ch  as v isu a lis a tio n , s e lf - ta lk  an d  s e lf -k n o w le d g e  ab o u t p e rs o n a lity  ty p e  a n d  s tre ss



m a n a g e m e n t. R e fe re n c e  to th e  c u ltu re  o f  th e  Q A S , a n d  th e  im p a c t th is  h a d  u p o n  an  

in d iv id u a l o f f ic e r ’s c o p in g  m e c h a n is m  in  th is  se ss io n  w as c u rs o ry  a n d  d e sc r ip tiv e . 

W h ile  s ev e ra l o ff ic e rs  fo u n d  th e se  s e s s io n s  in te re s tin g , m a n y  fo u n d  th e m  a  w a s te  o f  

t im e  a n d  b e c a m e  e v e n  m o re  h o s tile  to  th e  id e a  o f  a p p ro a c h in g  a  p s y c h o lo g is t ,  

p a r t ic u la r ly  o n e  p a id  b y  th e  Q A S , fo r  a  fo rm a l d e b rie fin g .

W h a t th e se  s e s s io n s  la c k e d  w a s  a  s o c io lo g ic a l a n a ly s is  o f  h o w  th e se  o ff ic e rs  

w e re  s itu a te d  in  re la t io n  to  th e  o rg a n isa tio n , h o w  m a sc u lin ity , p o w e r  a n d  e m o tio n a li ty  

a re  lin k e d , a n d  h o w  th e ir  p ro b le m s  in  c o p in g  w ith  th e  e m o tio n a l d e m a n d s  o f  th e  jo b  a re  

e x p e r ie n c e d  c o lle c tiv e ly . A s  F in e m a n  (1 9 9 5 :6 ) s ta te s , “ In d iv id u a l s tre ss  in te rv e n tio n s  

m a y  a ss is t w ith  p e rs o n a l c o p in g  b u t th e y  a re  lik e ly  to m iss  th e  so c ia l r e p ro d u c tio n  o f  

w o rk in g  p a tte rn s  w h ic h  c o n tr ib u te  to a n d  d e f in e  s tre s s .” D u rin g  th e se  tra in in g  se s s io n s , 

th e  o ff ic ia l  m e ssa g e  in  te rm s  o f  m a n a g e ria l id e o lo g y , w as  th a t e m o tio n a l p ro c e s s  w o rk  

w a s  s till p r im a r i ly  an  in d iv id u a l re sp o n s ib ility . T h e  v e ry  n a tu re  o f  p s y c h o lo g ic a l  

c o u n s e llin g  re in fo rc e s  th is . It is a rg u e d  th a t th e  o ff ice rs  a re  a c u te ly  a w a re  o f  th is , as 

in d ic a te d  b y  th e  m a n y  re fe re n c e  in  in te rv ie w s  to p ro b le m s  o ff ic e rs  a s s o c ia te  w ith  a  

h a rs h  e m o tio n a l c u ltu re .

T h e  re a so n  w h y  m a n y  o ff ice rs  a re  o f te n  re lu c ta n t to u tilis e  c o u n s e llin g  se rv ic e s  

c o u ld  b e  th a t  th e y  a re  o n ly  to o  w e ll a w are  th a t th e ir  in d iv id u a l p ro b le m s  a re  p a r t ly  

c u ltu ra l in  o r ig in , a n d  m a y  fee l th a t su c h  an  in d iv id u a l fo c u s  d o e s  n o t  a d d re ss  th e  

u n d e r ly in g  c u ltu ra l m a la ise . T h e  p h ilo s o p h ic a l an d  id e o lo g ic a l f ra m e w o rk  in  w h ic h  

c o u n se llin g  s e rv ic e s  a re  lo c a te d , m a y  n o t b e  su ff ic ie n t to a ss is t o ff ic e rs  in  u n d e rs ta n d in g  

h o w  th e ir  e m o tio n a l p o s i t io n in g  as m e n  w ith in  th e  w id e r  so c ia l c o n te x t is c o n n e c te d  to 

th e ir  p o s i t io n in g  w ith in  th e  se rv ic e  as m en .
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E A P s  su c h  as P r io r i ty  O n e  a n d  to  a  le sse r  ex ten t, th e  P e e r  S u p p o r t P ro g ra m  w e re  

in tro d u c e d  ju s t  p r io r  to  th e  c o m m e n c e m e n t o f  s ig n if ic a n t o rg a n is a tio n a l u p h e a v a l. 

A c c o rd in g  to  se v e ra l s e n io r  s u p p o r t o ff ic e rs , th e se  p ro g ra m s  h a v e  b e e n  u s e d  b y  o ff ic e rs  

to  a s s is t  in  p ro c e s s in g  e m o tio n a l s tre ss  c a u se d  b y  o rg a n isa tio n a l c h an g e . O ff ic e rs  a re  

e n c o u ra g e d  to  d if fe re n tia te  b e tw e e n  th e  in a b ility  to c o p e  w ith  th e  w o rk  i t s e l f  a n d  

in a b il i ty  to  c o p e  w ith  c h a n g e s  to th e  sy s tem . In  o th e r  w o rd s , th is  p ro c e s s  o f  

c o m p a r tm e n ta lis in g  in d iv id u a l  g r ie v in g  re su lta n t fro m  th e  s tre sse s  o f  o n  ro a d  w o rk  a n d  

h a tre d  o f  th e  sy s te m  fu r th e r  e x a c e rb a te s  th e  te n d e n c y  to in d iv id u a lis e  e m o tio n a l  p ro c e s s  

w o rk .

T h e  P e e r  S u p p o r t P ro g ra m , w h ic h  u tilise s  o n -ro a d  o ff ic e rs  as la y  c o u n s e llo rs , is 

t re a te d  w a r ily  b y  m a n y  o ff ic e rs  w h o  p e rc e iv e  it as a  m a n a g e m e n t in it ia tiv e  a n d  n o t  o n e  

th a t h a s  e m e rg e d  o rg a n ic a lly . T h is  p ro g ra m  is d e v e lo p m e n ta l in th a t it is b u i l t  u p o n  th e  

s ta f f ro o m  in fo rm a l d e b r ie f in g  r itu a l th a t se rv ed  as th e o n ly  fo rm  o f  fo rm a l e m o tio n a l  

p ro c e s s in g  th a t  o c c u r re d  p r io r  to  th e  in tro d u c tio n  o f  E A P s. S e v e ra l o ff ic e rs , e sp e c ia l ly  

o n e s  th a t s e rv e d  d u rin g  th e  Q A T B  re g im e , a re  fearfu l th a t th e se  in it ia tiv e s  a re  ju s t  

a n o th e r  fo rm  o f  s u rv e illa n c e  w h e re b y  th o se  w h o  a d m it to a n y  fo rm  o f  e m o tio n a l  

d e v ia n c e  w ill b e  la b e lle d  b y  m a n a g e m e n t as ‘n o t up  to th e  j o b ’. M a n y  o f f ic e rs  a re  a lso  

re s is ta n t  to  th e  id e a  th a t th e y  n e e d  h e lp  w ith  p ro c e ss in g  th e ir  e m o tio n s  a n d  v ie w  a n y  

o rg a n is a t io n a l  a tte m p t to  a s s is t  th e m  w ith  th is  as la b e llin g  th e ir  b e h a v io u r  p a th o lo g ic a l  

o r  d e v ian t.

T h e  p a th o lo g is in g  o f  e m o tio n a lity  is o n e  o f  th e  p o s s ib le  o u tc o m e s  w h e n  fo rm a l 

o rg a n is a tio n a l in it ia tiv e s  su c h  as E A P s  an d  C IS D  a re  in tro d u c e d . T h is  is  n o t to  

tr iv ia lis e  th e  n a tu re  o f  C rit ic a l In c id e n t S tre ss , n o r to d e v a lu e  d e b r ie f in g  o r  s tre ss
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c o u n se llin g . C le a r ly , su c h  se rv ic e s  a re  n e e d e d  w h e n  m a jo r  tra u m a  o c c u rs  w ith in  th e  

w o rk p la c e  o r  in  th e  c o u rs e  o f  n o rm a l w o rk  p ra c t ic e s .19

It c o u ld  b e  a rg u e d  th a t e m o tio n a lity  w a s  p a th o lo g is e d  a n d  re n d e re d  d e v ia n t  e v e n  

p r io r  to  th e  a d v e n t o f  c o u n s e ll in g  se rv ice s . W h ile  o n e  o f  g o a ls  o f  E A P s  m a y  b e  to  d e- 

p a th o lo g is e  e m o tio n a lity , th e ir  fo cu s o n  in d iv id u a l b e h a v io u r  lim its  th e ir  c a p a c ity  to 

a c h ie v e  th is  g o a l. D e -p a th o lo g is in g  re q u ire s  m u c h  m o re  a tte n tio n  to  d e e p e r  c u ltu ra l 

c h a n g e  th a n  o n e -o n -o n e  c o u n s e llin g  se ss io n s  can  ev e r h o p e  to  a d d re ss .

S u c h  lim ita t io n s  o f  th e  c o u n se llin g  m o d e l c an  b e  fo u n d  in  th e  P e e r  S u p p o r t 

P ro g ra m . T h e  p ro g ra m  in v o lv e s  a  n u m b e r  o f  o ff ice rs  a c ro ss  th e  s ta te  v o lu n te e r in g  th e ir  

tim e  to  tra in  as la y  c o u n se llo rs  an d  e m o tio n a l su p p o rt p e rso n s . P e e r  s u p p o r t o ff ic e rs  a re  

c o n n e c te d  to  th e  P r io r ity  O n e  P ro g ra m  th ro u g h  tra in in g  an d  su p e rv is io n , a n d  it is  th is  

c o n n e c tio n  th a t m a k e  m a n y  o ff ic e rs  w a ry  o f  th e  p ro g ram . O ff ic e rs  b e c o m e  p e e r  su p p o rt 

o ff ic e rs  o f  th e ir  o w n  v o lit io n , a n d  lik e  m a n y  v o lu n te e r  p ro g ra m s , o ff ic e rs  d o n ’t a lw a y s  

jo in  fo r  th e  m o s t a p p ro p r ia te  re a so n s .

M a n y  o ff ic e rs  e x p re s s e d  a  c o n s id e ra b le  d e g re e  o f  a m b iv a le n c e  a b o u t th e  

p ro g ra m . W h ile  m a n y  e x p re sse d  a d m ira tio n  an d  p ra is e  fo r  se v e ra l o f f ic e rs  w h o  

c o m m a n d e d  a  s u b s ta n tia l  a m o u n t o f  tru s t in  th e  o ffice rs , o th e rs  w e re  w a ry  o f  c e r ta in  

P e e r  S u p p o r t O f f ic e r s ’ a b il i ty  to m a in ta in  c o n fid e n tia lity .

In  te rm s  o f  th e  p re v a ilin g  e m o tio n a l c u ltu re , m o s t o ff ic e rs , in c lu d in g  p e e r  

su p p o r t o ff ic e rs  th e m s e lv e s , a p p e a re d  to  se t e x tre m e ly  h ig h  e x p e c ta tio n s  fo r  th o s e  w h o  

h ad  c h o se n  to  c a re  fo r  o th e r  c a re rs . T h is  is n o t u n u su a l, i f  o n e  c o n s id e rs  th a t a m b u la n c e

19 A p p r o x i m a t e l y  f o r t y  p e r  c e n t  o f  r e s c u e  w o r k e r s  w h o  a t t e n d e d  t h e  t w o  N e w  S o u t h  W a l e s  m u l t i p l e  f a t a l i t y  b u s  

c r a s h e s  e x p e r i e n c e d  s o m e  d e g r e e  o f  p o s t  t r a u m a t i c  s t r e s s  d i s o r d e r  ( G r i f f i t h s  a n d  W a t t s ,  1 9 9 2 ) .  M a n y  o f  t h e s e  

w o r k e r s  w e r e  a m b u l a n c e  o f f i c e r s  w h o ,  a l o n g  w i t h  f i r e  f i g h t e r s  a n d  s t a t e  e m e r g e n c y  s e r v i c e  v o l u n t e e r s ,  h a d  t o  

w o r k  c l o s e s t  t o  t h e  c r a s h s i t e .  T h e  m a s s i v e  i m p a c t  o f  b o t h  c r a s h e s  w a s  s u c h  t h a t  b o d i e s  w e r e  s e v e r e l y  m u t i l a t e d  

w h i c h  m a d e  b o d y  r e t r i e v a l  a n d  i d e n t i f i c a t i o n  d i f f i c u l t  a n d  t r a u m a t i c  f o r  p e r s o n n e l .  A s  i n d i c a t e d  i n  A p p e n d i x  I , 

r e t r i e v a l  o f  b o d y  p a r t s  i s  o n e  o f  t h e  t o p  t e n  s t r e s s o r s .



o ff ic e rs  d e v e lo p  an  a c u te  a w a re n e ss  o f  w h a t c a r in g  is, p a r t ic u la r ly  th e  e m o tio n a l  

c o m p o n e n t o f  c a r in g . T h e y  a re  a w are  o f  h o w  d iff ic u lt it is to  do  th e ir  o w n  e m o tio n a l  

p ro c e ss  w o rk . A  p e e r  s u p p o r t o ff ice r , b y  d e fin itio n , is  so m e o n e  w h o  p e rfo rm s  e m o tio n a l  

la b o u r  a m o n g s t p e e rs . A s  m o s t o ff ice rs  c an  v is u a lis e  w h a t c o n s ti tu te s  a  h ig h  s ta n d a rd  o f  

e m o tio n a l la b o u r , th e n  th e ir  e x p e c ta tio n s  o f  th e  le v e l o f  e m o tio n a l la b o u r  p e r fo rm e d  b y  

th e ir  o w n  c o lle a g u e s  u p o n  th e m se lv e s  w o u ld  a lso  b e  h ig h . T h e  ‘id e a l ’ p e e r  s u p p o r t  

o f f ic e r  th e n , is  so m e o n e  w h o  th e y  w o u ld  m o s t lik e  to h a v e  a tte n d  to  th e m  e m o tio n a lly . 

T h e re  a re  s e v e ra l re a so n s  w h y  th is  e x p e c ta tio n  o f  a  h ig h  s ta n d a rd  is u n d e rs ta n d a b le , a n d  

w h y  it is a lm o s t im p o s s ib le  to  ach ie v e .

A m b u la n c e  o ff ic e rs  w o rk  m o s tly  in  p a r tn e rsh ip s , in  c r itic a l a n d  h ig h ly  e m o tiv e  

s itu a tio n s  w h e re  o ff ic e rs  n e e d  to  s tr ic tly  ad h e re  to p ro to c o ls , w h e n  p e r fo rm in g  c o m p le x  

p ro c e d u re s  su c h  as d e f lb r il la tin g  a p a tie n t o r  p e rfo rm in g  C P R . E a c h  p a r tn e r  re lie s  o n  th e  

o th e r  o n e  to p e rfo rm  h is  o r  h e r  d u ty  b o th  te c h n ic a lly  and  e m o tio n a lly . T h e  te c h n ic a l  

im p e ra tiv e  th a t  o ff ic e rs  a re  tra in e d  to o p e ra te  w ith in  a lso  in f lu e n c e s  th e  e m o tio n a l  

im p e ra tiv e . In  h ig h ly  te n se  s itu a tio n s , o ff ice rs  re p o rt th a t th e y  b e c o m e  a lm o s t ro b o t- l ik e , 

su sp e n d in g  th e ir  e m o tio n a l re a c tio n s  an d  d e v e lo p in g  tu n n e l v is io n , c o n c e n tra t in g  o n ly  

o n  th e  ta sk  b e fo re  th e m . O ff ic e rs  c an n o t a ffo rd  th e  lu x u ry  o f  e v e n  a  fe w  s e c o n d s  o f  

e m o tio n a l re f le c tio n , as e v e ry  se c o n d  is p o u re d  in to  th e  sa v in g  th e  life  o f  th e  p a tie n t  

b e fo re  th em .

It is  th e s e  e x p e r ie n c e s  th a t c o lo u r  o f f ic e r s ’ id e as  o f  w h a t e m o tio n a l s ta n d a rd s  

sh o u ld  b e  a p p lie d  to  p e e r  su p p o rt o ff ice rs . O ffic e rs  d e m a n d  o f  th e m s e lv e s  a n d  th e ir  

c o lle a g u e s  e x c e p tio n a lly  h ig h  lev e ls  o f  e m o tio n a l s u p p re ss io n  d u r in g  c r is e s , a n d  th e se  

e x p e c ta tio n s  le ak  in to  o th e r  a reas  o f  a m b u la n c e  w o rk  and  life. O ff ic e rs  e x p e c t th a t  p e e r  

su p p o rt o ff ic e rs  w ill ‘k n o w ’ e x a c tly  w h a t e m o tio n a l d e m a n d s  are  p la c e d  u p o n  o ff ic e rs .
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a n d  as  su ch , e x p e c t th a t  p e e r  su p p o rt o ff ice rs  w ill re c ip ro c a te  in  th e  fo rm  o f  ‘q u a l i ty ’ 

e m o tio n a l  s u p p o rt. In  o th e r  w o rd s , ju s t  as th e re  is n o  ro o m  fo r  te c h n ic a l e rro r, th e  

e x p e c ta tio n s  fo r  p e e r  su p p o r t o ff ice rs  is th a t th e re  w ill b e  n o  m a rg in  fo r a ffe c tiv e  e rro r. 

T h e  im a g e  o f  th e  p e r fe c t  ‘a m b o ’ is o n e  th a t e x u d e s  so lid  an d  u n w a v e r in g  e m o tio n a l 

re s il ie n c e . T h is  p e e r  e x p e c ta tio n  o f  p e rfe c t e m o tio n a l re s il ie n c e  is fu r th e r  c o m p o u n d e d  

b y  th e  fa c t th a t th e  p e e r  su p p o rt p ro g ra m  h as re c e iv e d  in a d e q u a te  re so u rc in g . P e e r  

S u p p o r t O ff ic e rs  a re  n o t a lw a y s  g iv e n  p a id  le av e  to a tte n d  s u p e rv is io n  se s s io n s , an d  

m a n y  o ff ic e rs  a tte n d  tra in in g  se ss io n s  d u rin g  re c re a tio n a l le av e  o r  o n  d a y s  o f f  w h e n  

th e y  n e e d  to  b e  s le e p in g , re c u p e ra tin g  fro m  th e e ffe c ts  o f  sh if tw o rk , o r  s p e n d in g  tim e  

w ith  th e ir  fa m ily . P e e r  s u p p o r t o ff ice rs  a re  e x p e c te d  to  ‘c a tc h  up  w i th ’ o ff ic e rs  in  th e ir  

s ta t io n  o r  d is tr ic t  o u ts id e  o f  w o rk  h o u rs , an d  th e re  is n e a r ly  a lw a y s  a  sh o rtfa ll  in fu n d in g  

fo r  tra in in g  a n d  s u p p o rt. A s  it is d iff icu lt to q u a n tify  ‘o u tc o m e s ’ o f  th is  p ro g ra m , th e re  is 

a lw a y s  p re s su re  to  c o n ta in  it f in an c ia lly .

G iv e n  s u c h  o rg a n is a tio n a l lim ita tio n s , p e e r  s u p p o r t o ff ic e rs  re p o r t  th a t th e y  

c o n tin u e  to  p e r fo rm  u n d e r  sev e re  e m o tio n a l p re ssu re . In  so m e  c a se s , b e in g  a  p e e r  

s u p p o r t o f f ic e r  p ro v e s  to b e  to o  m u c h  o f  an  e m o tio n a l b u rd e n . O n e  s e n io r  o f f ic e r  

e x p la in s :

W h e n  I ’v e  b e e n  a sk e d  fo r re fe re n ce s , th e  a n sw e r  I ’v e  g iv e n  in  m o s t o f  

th e se  c a s e s  is, I th in k  th is  p e rso n  is g o in g  to b e  g o o d  fo r  p e e r  s u p p o rt, b u t I 

d o n ’t k n o w  i f  p e e r  su p p o rt is g o in g  to  be  g o o d  fo r  th e m , a n d  I am  

c o n c e rn e d  fo r  th e ir  o w n  p e rso n a l w e ll-b e in g ....E v e n  th o u g h  tw o  o f  th e  la s t 

p e e r  s u p p o r t  p e o p le  w e re  e x c e lle n t p e o p le , w h e n  it  c a m e  to  h e lp in g  o th e r  

p e o p le , I w o u ld  b e  v e ry  su rp rise d  i f  it h a d n ’t a ffe c te d  th e ir  liv e s  to  th e  

p o in t  w h e re  it m ig h t h a v e  d a m a g e d  th em . A n d  th a t’s a  rea l is su e  in  itse lf . 

P e rh a p s  w e ’re  n o t  g iv in g  th e se  p e o p le  e n o u g h  tra in in g  to g iv e  th e m  

e n o u g h  re s il ie n c e . I d o n ’t kn o w . B u t I am  c o n c e rn e d  fo r  th e se  p e o p le  a n d  

th e ir  o w n  m e n ta l h ea lth .

(“T e d ” , O IC  R u ra l N o . 12)



In  s u m m a ry , th e  fo c u s  o n  th e  in d iv id u a lis a tio n  o f  e m o tio n a l s u p p o r t w ith  E A P s  

se rv e s  to  d e c o u p le  e m o tio n a lity  fro m  o rg a n is a tio n  c u ltu re . O ff ic e rs  a re  e n c o u ra g e d  to  

th in k  o f  th e ir  o w n  e m o tio n a lity  as th e ir  o w n  p ro b le m  f irs t a n d  fo re m o s t, s o m e th in g  th a t 

is  e ith e r  in n a te , a  fu n c tio n  o f  p a r t ic u la r  p e rs o n a lity  tra its  su c h  as n e u ro tic is m  o r  

in tro v e rs io n , o r  p a th o lo g ic a l.

T h e  c ru c ia l  fa c to r  th e se  p ro g ra m s  fa il to a d d re ss  is  th a t o ff ic e rs  w o rk  w ith in  

c u ltu ra l c o lle c t iv i t ie s , a n d  it is w ith in  th e se  c o lle c tiv itie s  w h e re  th e  p re v a ilin g  ‘e x p l ic i t ’ 

fo rm s  o f  e m o tio n a li ty  a re  c re a te d , re p ro d u c e d  an d  san c tio n e d . T h e  f irs t lin e  o f  c o n ta c t 

o ff ic e rs  h a v e  w ith  th e  o rg a n is a tio n  as a  w h o le  is th ro u g h  th e ir  u n it p a r tn e rs , th e ir  

re la tio n s h ip s  w ith  o th e r  o ff ic e rs  a t th e ir  s ta tio n , a n d  th e ir  o ff ic e r- in -c h a rg e .

T h e  n e x t g ro u p  o f  c o lle c tiv i t ie s  w ith  w h ic h  th e y  m a k e  c o n ta c t a re  

c o m m u n ic a tio n s  c e n tre s  a n d  o th e r  o ff ic e rs  te m p o ra r ily  lo c a te d  a t a c c id e n t a n d  

e m e rg e n c y  d e p a r tm e n ts . I t is th ro u g h  in te ra c tio n  w ith  th e se  c o lle c tiv i t ie s  th a t o ff ic e rs  

le a rn  w h a t th e  p re v a ilin g  e m o tio n a l c u ltu re  is, w h a t c o n s ti tu te s  a c c e p ta b le  fo rm s  o f  

e m o tio n a l e x p re s s io n , a n d  w h a t a re  c o n s id e re d  d e v ia n t o r  o u tla w  fo rm s  o f  e m o tio n a lity . 

In  o th e r  w o rd s ,  o ff ic e rs  c o n tin u a lly  ‘d o ’ e m o tio n  b y  c o n s ta n tly  c h e c k in g  th e ir  

e m o tio n a li ty  a g a in s t o th e rs  w ith  w h o m  th e y  h a v e  f re q u e n t c o n tac t.

T h is  c o n tin u a l a c c o m p lis h m e n t o f  e m o tio n a lity  is w h a t c o n s ti tu te s  th e  e m o tio n a l 

c u ltu re , a n d  it  is th is  c u ltu re  th a t in f lu e n c e s  th e  q u a lity  o f  e m o tio n a l p ro c e ss  w o rk . 

T h e re fo re , c o n tra ry  to  c o n v e n tio n a l w is d o m  w h ic h  su g g e s ts  th a t  c o u n s e llin g  a n d  s tre ss  

m a n a g e m e n t p ro g ra m s  a ss is t  in  d e v e lo p in g  a  k in d e r, m o re  c a r in g  c u ltu re , it is  a rg u e d  

h e re  th a t in  th e i r  c u rre n t fo rm  su c h  p ro g ra m s  o n ly  se rv e  to re in fo rc e  e x is t in g  fo rm s  o f  

e m o tio n a li ty  a n d  e m o tio n a l c u ltu re .
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“ H A R S H ” C U L T U R E : O R G A N IS A T IO N A L  E M O T IO N A L IT Y  A N D  

F E E L IN G  R U L E S

F ro m  th e  v e ry  b e g in n in g  o f  th e  s tu d y , I w a s  re g u la r ly  to ld  b y  o ff ic e rs , 

m a n a g e m e n t, a n d  c o u n se llo rs  th a t th e  c u ltu re  o f  th e  Q A S  w a s  ‘h a r s h ’. T h e  h a rs h n e s s  to  

w h ic h  o ff ic e rs  re fe r re d  a p p lie d  to  th e  e m o tio n a l c u ltu re , a n d  m a n y  o f  th e  o ff ic e rs  I 

in te rv ie w e d  c o n f irm e d  th is . T h is  h a rs h  e m o tio n a l c u ltu re  is n o t  so le ly  an  a r te fa c t  o f  th e  

Q A S , fo r  m a n y  o ff ic e rs  in te rv ie w e d  c ite d  e x am p le s  o f  h o w  th e  Q A T B  re g im e  w a s  a lso  

e m o tio n a lly  h a rsh . B a s e d  u p o n  o b s e rv a tio n  b o th  in  f ro n t a n d  b a c k s ta g e  re g io n s , th re e  

fe e lin g  ru le s  a n d  th e  e n su in g  p ra c tic e s  th a t re in fo rc e  th e m  are  c ite d  as th e  m a in  

in d ic a to rs  o f  h a rs h  c u ltu re .

F in e m a n  (1 9 9 5 ) d iffe re n tia te d  b e tw e e n  e x p lic it an d  im p lic it fe e lin g  ru le s . 

E x p l ic i t  ru le s  a re  th e  o n e s  th a t a re  p u b lic a lly  o b se rv a b le  a n d  o f te n  re fe re d  to  in  

e m p lo y m e n t c o n tra c ts . L e id n e r ’s (1 9 8 8 ) s tu d y  o f  M c D o n a ld ’s is a  g o o d  e x a m p le  o f  ju s t  

h o w  e x p lic it  fe e lin g  ru le s  c an  b e c o m e  w ith in  in te ra c tiv e  s e rv ic e  w o rk p la c e s . 

C o n v e rse ly , im p lic it  fe e lin g  ru le s  a re  “ w o v e n  in to  th e  fa b ric  o f  w o rk  a n d  o rg a n is in g  

p ro c e s s ” a n d  a re  e x p re sse d  a u to m a tic a lly  in “ ro u tin e  a n d  h a b it-b o u n d  re s p o n s e s ” 

(F in e m a n , 1 9 9 5 :1 2 4 ).

T h e  fe e lin g  ru le s  d is c u s s e d  h e re  c o n ta in  b o th  e x p lic it  a n d  im p lic it  e le m e n ts , in  

th a t th e y  ac t as u m b re lla s  fo r  m a n ife s ta tio n s  o f  su b -ru le s . F o r  in s ta n c e , o n e  o f  th e  m o s t 

c o m m o n ly  e x p re sse d  ru le s  “ o ff ic e rs  d o n ’t c ry  a t w o rk ” , is lo c a te d  u n d e r  th e  ru b r ic  o f  th e  

“ d o n ’t fe e l”  ru le . A d h e re n c e  to  th e se  ru le s  is d e p e n d e n t u p o n  th e  c o n te x t in  w h ic h  th e  

tr ig g e r  fo r th e  fe e lin g  ru le  o c cu rs . T h e se  p ra c tic e s  ac t as c u ltu ra l e m b e d d in g  a g e n ts  in  

th a t th e y  d e te rm in e  th e  lev e l o f  e m o tio n a l h a rsh n e ss  o ff ice rs  e x p e rien c e .
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“ D o n ’ t  t r u s t ”

In  th e  s itu a tio n  w h e re  p ro b le m s  o n  th e  ro a d  a rise , o ff ic e rs  e x p la in e d  th a t  th e  

m il i ta r is t ic  c h a in  o f  c o m m a n d  le av es  lo w e r  ra n k in g  o ff ic e rs  w ith  v e ry  l ittle  ro o m  fo r 

e x p la n a tio n  w h e n  c a lle d  u p  b e fo re  m a n a g e m e n t fo r  d is c ip lin a ry  a c tio n . O ff ic e rs  

c o m p la in e d  th a t b e c a u se  m a n a g e m e n t te n d  to  a ssu m e  g u ilt p r io r  to ta lk in g  to  th e  o ff ic e r , 

th e  ‘o f f e n d in g ’ o ff ic e r  is  a lie n a te d  a n d  le ft to  fen d  fo r  h im  o r  h e rse lf . A p p e n d ix  13 

p ro v id e s  a  d e s c r ip t io n o f  th e  Q A S  “d is c ip l in e ” p ro to c o ls .

W h e n  p ro b le m s  d o  a rise  o n  th e  ro a d , o ff ice rs  te n d  n o t to ta lk  f re e ly  w ith  th e ir  

p e e rs  a b o u t th e  p ro b le m  a n d  w h a t c o u ld  b e  d o n e  to a v o id  it in  th e  fu tu re . B e c a u se  

o ff ic e rs  fe a r  b e in g  s in g le d  o u t b y  m a n a g e m e n t, th ey  a re  less  lik e ly  to p u b lic ly  s u p p o r t 

o ff ic e rs  w h o  a re  p e rc e iv e d  to  b e  u n fa ir ly  c a s tig a te d . A s o n e  o f  o ff ic e rs  o f  tw e n ty  y e a rs  

e x p e r ie n c e  p u t it, o ff ic e rs  “ d o n ’t w a n t to  b e  e n te r ta in m e n t fo r th e  k n it te r s ” . T h e  k n itte rs , 

in  th is  c a se , a re  o th e r  o ff ic e rs  w h o  te n d  to s tay  b a c k  an d  w a tc h  th e  o ffe n d in g  o ff ic e r  

b e in g  d isc ip lin e d , th a n k fu l th a t it is n o t th e ir  tu rn  fo r th e  ‘g u il lo t in e .’

“ D o n ’ t  t a l k ”  ( t o  m a n a g e m e n t )

W h ile  o ff ic e rs  as a  g ro u p  m a y  n o t b e  w illin g  to p ro v id e  e m o tio n a l s u p p o r t  to  an  

o f f ic e r  w h o  is  b e in g  fo rm a lly  d is c ip lin e d , n e v e rth e le ss  a  c o d e  o f  s ile n c e  d o e s  e x is t . A  

fo rm e r  e x -n u rs e  a n d  o ff ic e r  w ith  fiv e  y e a rs  e x p e rie n c e  e x p la in e d  th a t a l th o u g h  o ff ic e rs  

m a y  k n o w  o f  c o lle a g u e s  w h o  a re  e x p e r ie n c in g  sev e re  e m o tio n a l s tre ss , th e y  a re  lo a th e  

to  s e e k  h e lp  fo rm a lly  o n  b e h a l f  o f  th a t o ff ice r. In  m a n y  c a se s , d e p e n d in g  o n  th e  h o w  

in te g ra te d  th e  s ta tio n  is e m o tio n a lly , o ff ice rs  w ill ta lk  a b o u t th e  p ro b le m  a m o n g s t 

th e m s e lv e s  as a  g ro u p , a n d  a tte m p t to  p ro v id e  su p p o rt to th e d is tre s s e d  o ff ic e r . T h is  

o f f ic e r  sp o k e  o f  o n e  o ff ic e r  w h o  d isp la y e d  e x ce lle n t te c h n ic a l sk ills , b u t h ad  s ig n if ic a n t
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p ro b le m s  re la tin g  to  p a tie n ts . O ffic e rs  w ith in  th e  s ta tio n  h ad  a p p ro a c h e d  h e r  a b o u t th e  

p ro b le m  o n  a  n u m b e r  o f  o c c a s io n s , b u t n o n e  c o n s id e re d  a p p ro a c h in g  a n y  h ig h e r  ra n k in g  

o ff ic e r  a b o u t th e  p ro b le m .

O n e  o ff ic e r  d e sc r ib e d  th is  p ra c tic e  as “n o t sn itc h in g  o n  y o u r  m a te s ” . A n o th e r  

o f f ic e r  d e sc r ib e s  it as p ro te c tin g  “ le th a l w e a p o n s ” :

T h e re  a re  p e o p le  o u t  th e re  w h o  a re  ju s t  h o p e le ss . T h e y ’re  d r iv in g  a ro u n d  in  

h u n d re d  th o u s a n d  d o lla r  a m b u la n c e s  a n d  th e y ’re  le th a l w e a p o n s . T h e y ’re  

ju s t  b o m b s  w a it in g  to  go  off. A n d  th e re  a re  s ig n s , a n d  a m b u la n c e  o ff ic e rs  

a re  s ig n  p e o p le . T h a t ’s w h a t w e  do . W e  re a d  s ig n s. W e  re a d  p e o p le  s ig n s .

A n d  w e  c a n  re a d  w h e n  th e re  is  a  p ro b le m  w ith  so m eo n e . A n d  w e  k n o w  

th a t th e re  a re  b lo k e s  a t o u r  c e n tre  th a t  a re  p ro b le m s. B ig  p ro b le m s . T h e y ’re  

d a n g e ro u s . N o t ju s t  to  p a tie n ts  b u t  to  th e m se lv e s . W e  k n o w  w h o  th e y  a re  

an d  w e ’v e  w a tc h e d  th e m  p ro g re s s  an d  w e  k n o w  th a t th e y  a re  b ig  p ro b le m s .

T h e y  sh o u ld  n e v e r  h a v e  b e e n  in  th e  jo b . F o r th e ir  sak e  as m u c h  as  th e  

p a t ie n ts ’.

(“ R o d ” , A O  M e tro  N o .9)

H o w e v e r , a  g e n e ra tio n a l d iffe re n c e  ex is ts  w ith  re g a rd s  to  ‘s n i tc h in g ’, in  th a t 

y o u n g e r  o ff ic e rs , e s p e c ia lly  s tu d e n ts , a re  re p o rte d ly  m o re  lik e ly  to  ‘te l l ’ o n  an  o ld e r  

o f f ic e r  w h o m  th e y  p e rc e iv e  is  n o t s tr ic tly  a d h e rin g  to  p ro to co ls .

O n e  p a r t ic u la r  c a se  I a tte n d e d  p ro v id e d  m e w ith  an  in s ig h t in to  h o w  m u c h  

p re s s u re  o ff ic e rs  e x p e r ie n c e  w h e n  th e ir  a b ili ty  to  p ro v id e  e x p e rt p re -h o s p ita l  e m e rg e n c y  

c a re  e i th e r  fa ils  o r  is c o m p ro m is e d  in  so m e  w ay . B a se d  o n  m y  o b s e rv a tio n s  o f  th e  

w o rk in g s  o f  th e  c u rre n t s tru c tu re , th e re  a p p ea red  no  p ro v is io n  fo r  o ff ic e rs  

s im u lta n e o u s ly  ta lk  th ro u g h  th e  te c h n ic a l an d  e m o tio n a l a sp e c ts  o f  a  c a se  w ith  a n  o ff ic e r  

w h o  is  tra in e d  in  b o th  a sp e c ts  o f  a m b u la n c e  w o rk . T h is  case , a  d e ta i le d  d e s c r ip tio n  o f  

w h ic h  c a n  b e  fo u n d  in  A p p e n d ix  14, p ro v id e d  an o p p o rtu n ity  to  o b s e rv e  a ll th e  

c o m p o n e n ts  o f  e m o tio n a l la b o u r  d e sc r ib e d  in  in te rv ie w s. T h e  o ff ic e r  to w h o m  I w a s  

o r ig in a lly  a s s ig n e d  w a s  o b v io u s ly  sh a k e n  b y  h o w  th is case  d e v e lo p e d  b o th  te c h n ic a lly



a n d  e m o tio n a lly , a n d  it s e e m e d  as th o u g h  h e  re a lly  n e ed e d  to  ta lk  th ro u g h  h is  a c c o u n t o f  

th e  in c id e n t w ith  s o m e o n e  w ith in  th e  se rv ic e  in  w h o m  h e  p la ce d  tru s t. T h e  o f f ic e rs  w h o  

h a d  b e e n  c a lle d  in  fro m  a n o th e r  s ta t io n  to a ss is t in  th e  case  h a d  b e e n  e x tre m e ly  

u n s u p p o r tiv e , a n d  a t tw o  o ’c lo c k  in  th e  m o rn in g  th e re  w a s  n o -o n e  a v a ila b le  w ith  w h o m  

h e  c o u ld  ta lk . A lth o u g h  h e  h a d  to ld  m e  th a t he w a n te d  to  re p o rt th e  o ff ic e rs  fo r  le a v in g  

h im  a t th e  h o sp ita l b y  h im se lf , h e  d id n ’t ca rry  th ro u g h  w ith  h is  th re a t a n d  th e  n e x t  d a y  

th e  c a s e  a p p e a re d  to  b e  fo rg o tte n .

T h e  n e x t w e e k  I o b se rv e d  w ith  a  c rew  w h o  h ad  a lso  a tte n d e d  th a t c a s e  a n d  th e y  

to ld  m e  o f  th e  o u tc o m e . T h e  o n ly  a sp e c t o f  th is  c ase  th a t w a s  d is c u s s e d  a m o n g s t o ff ic e rs  

w a s  h o w  m u c h  d is c o m fo r t th e  case  c a u se d  th em . It a p p ea red  th a t th e  o ff ic e r  in  q u e s tio n  

n e e d e d  to  d is c u s s  th e  c a se  w ith  s o m e o n e  fro m  th e Q A S fo r th re e  re a so n s : a  fa ta li ty  w a s  

in v o lv e d ; he  h a d  a s s is te d  s ta f f  a t th e h o sp ita l in a d m in is te r in g  m e d ic a l tre a tm e n t;  a n d  h e  

h a d  a n  a lte rc a tio n  w ith  o th e r  o ff ic e rs  fro m  a n o th e r  s ta tio n  w ith in  h is  re g io n . T h is  c a se  

il lu s tra te d  th e  e x p e c ta tio n  th a t o f f ic e r  w ill n o t ta lk  in  d e ta il a b o u t c a se s  , a n d  th a t  w ill  

ju s t  “ g e t o n  w ith  i t” . I f  th e re  is a n y  d e ta ile d  d isc u ss io n  o f  a  case , th e  e m p h a s is  is u p o n  

te c h n ic a l a sp e c ts  o f  th e  case .

“ D o n ’t f e e l ”

O ffic e rs  th e m s e lv e s  d e sc r ib e  th e  e m o tio n a l c u ltu re  o f  th e  Q A S  as ‘m a c h o ’, a n d  

a re  a w a re , a t le a s t o n  a  s u p e rf ic ia l lev e l, o f  th e ro le  th a t m a sc u lin ity  a n d  m a s c u lin is m  

p la y s  in  d e f in in g  th e  c u ltu re . A lth o u g h  C IS D  has b e e n  in tro d u c e d  an d  is  u s e d  b y  

o ff ic e rs , a  re q u e s t fo r  a  d e fu s in g  o r  d e b rie f in g  is s till v ie w ed  as a  s ig n  o f  e m o tio n a l 

w e ak n e ss :
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T h e re  is a  m a c h o  th in g  a m o n g s t th e  m en  an d  th e  w o m e n , a n d  i f  y o u  sa id  

to an  a m b u la n c e  o ff ic e r , I w a n t y o u  to go in s id e  to  be d e b rie fe d , h e  w o u ld  

p u n c h  y o u .

(“ T e d ” , O IC  R u ra l N o . 12)

P r io r  to  th e  in tro d u c tio n  o f  C IS D , o ff ice rs  w e re  s u b je c t to  o p e ra tio n a l

d e b r ie f in g s  a f te r  p a r t ic u la r  cases . A p p e n d ix  15 is an  e x a m p le  o f  h o w  o ff ic e rs  c an

d e sc r ib e  a  c a se  w ith  n o  re fe re n c e  to  th e  e m o tio n a l a sp ec ts . T h is  e x a m p le  is  o f  p a r t ic u la r

in te re s t  b e c a u s e  it in v o lv e d  a  v e ry  d ra m a tic  re scu e  s itu a tio n .

O n e  o f f ic e r  e x p la in e d  th a t c o u n se llo rs  o fte n  p a id  li ttle  a t te n tio n  to  th e  re a li ty  o f

sh o p f lo o r  m a s c u lin i ty , a n d  th e  e n su in g  te n d e n c y  o f  o ff ic e rs  to re fu s e  to  a c k n o w le d g e

b e tw e e n  th e m s e lv e s  th a t a  c a se  m ay  h av e  d e le te rio u s  e m o tio n a l e ffe c ts :

i t ’s a n n o y in g  to  m e , b e c a u se  e v e ry o n e  says  to  m e , i t ’s o b v io u s ly  s h if tw o rk , 

i t ’s o b v io u s ly  th e  p h y s ic a l trau m a . I say, h a n g  on . I f  y o u  lo o k  a t th e  s ta ts  

th e re ’s p ro b a b ly  n o t th a t m u c h  d iffe ren c e  b e tw e e n  us. I s till  b e lie v e  th o u g h  

th a t m o s t o ff ic e rs  w ill  ta lk  a b o u t facts. T h e y ’re  v e ry  fa c tu a l w h e n  th e y  ta lk  

a b o u t a  jo b  o v e r  lu n c h  at the tab le . T h ey  ta lk  a b o u t th is  h a p p e n in g , th is  is 

h o w  w e  w o rk e d  th is  o u t, h o w  th e  p a tie n t p re se n te d  a n d  th is  is w h a t th e  

o u tc o m e  w a s . I a sk , h o w  d id  y o u  fee l a b o u t a ll o f  th is?  O h , w e ’re  ta lk in g  

a b o u t fe e lin g  h e re . T h is  is n o t g o o d . T h e y  b e c o m e  v e ry  u n c o m fo r ta b le .

A n d  I th in k  th e  sa m e  th in g  h a p p e n s  w h en  it g o e s  h o m e.

(“ E ll io t t” , A O  R e m o te  N o .2 8 )

T h is  q u o te  v a lid a te s  m y  e x p e r ie n c e  as an  o b se rv e r  in  s im ila r  s i tu a tio n s  at 

s ta t io n s  a fte r  tra u m a tic  c a se s . O ffice rs  a p p ea re d  e x tre m e ly  re lu c ta n t to  e x p re ss  an y  

n e g a tiv e  o r  ‘u n m a n ly ’ e m o tio n . In  m a n y  in s tan ces , o ff ic e rs  e n g a g e d  in  lo n g  b o u ts  o f  

‘b la c k ’ h u m o u r . T h is  is  n o t say  th a t h u m o u r is n o t u se fu l as an  e m o tio n a l p ro c e ss  

te c h n iq u e . H o w e v e r , h u m o u r  a p p ea red  to  be  u sed  as a  w a y  o f  d e n y in g  e m o tio n a l 

re a c tio n s  to  c a se s . O ff ic e rs  w h o  e n g ag e  in th e se  r itu a ls  o f  b la c k  h u m o u r  a re  n o t 

n e c e s sa r ily  c a llo u s  o r  u n fe e lin g . T h e  te n d e n c y  to d e n y  o r s u p p re s s  fe e lin g  d u r in g  w o rk  

h o u rs  is s o m e th in g  th a t is le a rn t v e ry  ea r ly  in an  o f f ic e rs ’ c a ree r. O n e  o ff ic e r  o f  six  y ea rs
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e x p e r ie n c e  e x p la in e d  th a t  y o u n g e r  o ff ice rs  re c e iv e  c o n flic tin g  m e ss a g e s  as to  th e

le g itim a c y  o f  a c k n o w le d g in g  o r  e x p re ss in g  e m o tio n  a f te r  a  d e m a n d in g  case . T h e

fo llo w in g  q u o te s  in d ic a te  th a t th e  m e ssa g e  c an  be  v e ry  s im p le  - “ ta k e  it o r  le a v e  i t” :

I r e m e m b e r  an  in c id e n t la s t year. T h e re  w a s  an  o ff ic e r  in  c h a rg e  w h o  w e n t 

to  a n  in c id e n t w h e re  a  li ttle  b o y  g o t k n o c k e d  o v e r  in  a  fo r ty  k m  z o n e  a n d  

h e  g o t v e ry  u p s e t a b o u t it. A n d  h e  s ta te d  th in g s  lik e  th a t an d  h e  w a s  to ld , i f  

y o u  c a n ’t h a n d le  it, le av e . W h e th e r  th a t w a s  fro m  m e d iu m  h ie ra rc h y . It 

w a s n ’t f ro m  th e  h ig h  m a n a g e m e n t. A n d  th a t w a s  a  b ig  th in g  g o in g  a ro u n d  

at o n e  s tag e . I f  y o u  d o n ’t lik e  it y o u  can  a lw ay s  le av e . B u t p e o p le  d o n ’t 

w a n t to  le av e . T h e y  lik e  th e  jo b  a n d  th e y ’re  h a p p y  to d o  it.

(“ M a lc o lm ” , A O  P ro v in c ia l  N o . 18)

an d

B e fo re  I w e n t o u t b u s h  I w as  in  a  la rg e  c ity  w h e re  th e re  w a s  a  lo t o f  

s tu d e n ts . A n d  m e , b e in g  th e ran k  th a t I w as  an d  b e in g  an  a m b o  w h o ’s b e e n  

a ro u n d  w ith  a  lo t o f  se rv ice , y o u  a lw ay s  h ad  a  s tu d e n t a s s ig n e d  to y o u .. .a  

lo t th e m  a re  ju s t  k id s  c o m in g  s tra ig h t o u t o f  sch o o l, a n d  h a n d lin g  p a tie n ts  

a n d  d e a th  th a t th e y ’ve  p ro b a b ly  n e v e r  e x p e rien c e d . So  i t ’s d iff ic u lt. A n d  

e v e n  th e  o ld  sc h o o l w h e re  th e  c o n tro lle r  w o u ld  say , d o n ’t b e  a  so u k , d o n ’t 

c ry  o r  te ll m e  a b o u t y o u r p ro b le m s . T h e n  th e y  go  a w a y  a n d  th e y ’re  w o rse  

b e c a u s e  y o u ’ve  ju s t  w o rk e d  th e m  th ro u g h  it a n d  h e lp e d  th e m  p ro c e s s  th e ir  

fe e lin g s , a n d  th e n  th e y  g e t o n e  o f  th e  o ld  g u y s  te ll in g  th e m  n o t to  b e  s u c h  a  

p is sw e a k . S o  th e n  th e  w h o le  c irc le  th en  g o es  a ro u n d  a n d  a ro u n d .

(“ A l” , O IC  R e m o te  N o .6)

T h is  q u o te  illu s tra te s  th e  in h e re n t d if f ic u lty  in  th e  im p le m e n ta t io n  o f  e m o tio n a l 

c u ltu ra l c h a n g e . H o w e v e r , to  d ism iss  th is  p ro b le m  as s im p ly  a n o th e r  e x a m p le  o f  

g e n e ra tio n a l c u ltu ra l  c h a n g e  is to re n d e r  it in s ig n if ic a n t. In  th is  e x a m p le , th e  fe e lin g  ru le  

is p a s s e d  o n  f ro m  s e n io r  to ju n io r  o ff ice rs  a t th e  sce n e  o f  tra u m a tic  c ase s . Y o u n g e r  

o ff ic e rs  w h o  a re  v is b ily  u p se t o r  a p p ro a c h  se n io r  o ff ice rs  a b o u t h o w  th e y  fe e l a re  g iv e n  

a  n u m b e r  o f  s ig n a ls  a b o u t ‘n o t fe e lin g ’. M e ssa g e s  su ch  as ‘ta k e  it o r  le av e  i f ,  ‘d o n ’t be  

a  w im p  o r  s o u k ’, o r  ‘i f  y o u  c a n ’t s tan d  the h e a t’, a ll in d ic a te  th a t it is no t o n ly  

in a p p ro p r ia te  to  a c k n o w le d g e  fe e lin g s  a b o u t c e r ta in  c ase s , it is d a n g e ro u s  e v e n  to fee l a t

all.
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C O R P O R A T E  M A S C U L IN IT Y

L in k e d  in  w ith  th e  e x p e c ta tio n  to  b e  m a c h o  a n d  e m o tio n a lly  s tro n g  is  th e

p re m iu m  p u t o n  p e rfo rm a n c e . T h e re  is a  s tro n g  b e l ie f  a m o n g s t o ff ic e rs  th a t i f

p e r fo rm a n c e  c r ite r ia  is n o t m e t, th e y  w ill  e x p e r ie n c e  e x c lu s io n  o r  e x c o m m u n ic a tio n :

I f  y o u  d o n ’t p e rfo rm , y o u ’re  o u t. Y o u ’re  e x c o m m u n ic a te d . S a m e  th in g . I f  

y o u  c a n ’t m e a s u re  u p  to th e se  th in g s .. .O u r  d e p u ty  c o m m is s io n e r  m a d e  a  

p o in t  a  w h ile  b a c k . I f  p e o p le  d id n ’t fo llo w  th e  a ttitu d e  th a t h e  h a d , a n d  h is  

w o rd s  w e re , th e y  w o u ld  e ith e r  b e  s ile n c e d , m u z z le d  o r  p u t  d o w n . T h o s e  a re  

d re a d fu l w o rd s . I h a v e  n o  fe a r  o f  h im  as a  p e rso n , b u t fo r  h im  to  h a v e  th a t 

a tt i tu d e  sca re s  m e.

(“ T e d ” , O IC  R u ra l N o . 12)

T h is  e m p h a s is  o n  p e rfo rm a n c e  w a s  a lso  v a lid a te d  b y  a  tra in in g  o ff ic e r  w h o  

a rg u e d  th a t, c o n tra ry  to  th e  Q A T B  re g im e  w h e re  p e rfo rm a n c e  w a s  su p p o se d ly  an  

a rb itra ry  c o n s id e ra tio n , o ff ic e rs  n o w  h a v e  n o  c h o ice  b u t m e e t m in im u m  p e r fo rm  c r ite r ia  

i f  th e y  w is h  to  re m a in  a m b u la n c e  o ff ice rs . W h ile  th e re  is no  d e f in it iv e  d a ta  h e re  to 

s u g g e s t th a t th is  p e rfo rm a n c e  im p e ra tiv e  is n o w  a p p lie d  to  th e  p e rfo rm a n c e  o f  e m o tio n a l 

la b o u r, g iv e n  th e  in e ffe c tiv e n e s s  o f  o rg a n isa tio n a l c h a n g e  u p o n  e m o tio n a l c u ltu re , th is  

e m p h a s is  o n  p e rfo rm a n c e  in c re a se s  th e  le v e l o f  c o m p e tit iv e n e s s  a m o n g s t o ff ic e rs . T h is  

m a y  h a v e  th e  e ffe c t o f  fu r th e r  d e b ili ta tin g  a n y  a tte m p ts  to  d isp e l fe a r  o f  d e v e lo p in g  a  

w id e r  ra n g e  o f  e m o tio n a l e x p re ss io n  w ith in  th e  w o rk p la c e , as o ff ic e rs  a re  n o w  e v en  

m o re  a f ra id  th a n  b e fo re  o f  b e in g  p e rc e iv e d  to  b e  e m o tio n a lly  w e ak .

I t n e e d s  to  b e  e m p h a s is e d  th a t su c h  e m o tio n a l h a rs h n e s s  is  n o t  a  n e w  

p h e n o m e n o n  th a t h a s  d e v e lo p e d  so le ly  b e c a u s e  o f  m a ss iv e  o rg a n is a tio n a l c h a n g e . A n  

o ff ic e r  o f  s e v e n  y e a rs  e x p e r ie n c e  re c a lle d  w h a t h a p p e n e d  o n  h is  firs t n ig h t o f  p re -s e rv ic e  

tra in in g  d u r in g  th e  Q A T B  era , an  in c id e n t w h ic h  he say s  se t th e  e m o tio n a l to n e  fo r  h im :
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O n  th e  v e ry  f irs t n ig h t, th e  h e a d  tra in in g  o ff ice r  g o t u p  th e re  a n d  sa id , 

r ig h t, th e r e ’s tw e n ty  s e v e n  o f  y o u  he re . A t th e  e n d  o f  th e  c o u rs e  w e ’ll b e  

p ic k in g  a  c e r ta in  n u m b e r  to  c o m e  o n  fu ll tim e. W e  w ill n o t te ll  y o u  h o w  

m a n y  th e re  a re  g o in g  to  b e , b u t to  g iv e  y o u  an  id ea , w e  o n ly  to o k  te n  o u t 

o f  th e  la s t c o u rs e  a n d  it w a s  a  s im ila r  s iz e  to  y o u rs . R e a lly , y o u  tu rn e d  

a ro u n d  to  th e  b lo k e  b e s id e  y o u  an d  th o u g h t, en em y . A n d  th o se  so r t o f  

fe e lin g s , e x p e c ta tio n s  a n d  a ttitu d e  c o n tin u e d  th e  w h o le  w a y  th ro u g h ...

(“ O n s lo w ” , A O  M e tro  N o . 16)

S e v e ra l o ff ic e rs  w h o  jo in e d  th e  s e rv ice  p re -Q A S  e v e n  m a d e  th e  c o m m e n t th a t  in  

so m e  w a y  th e  Q A T B  c u ltu re  w a s  e a s ie r  to  c o p e  w ith  b e c a u se  th e re  w a s  a  c e r ta in  a m o u n t 

o f  p re d ic ta b ili ty  in  te rm s  o f  w h e re  an  o f f ic e r  co u ld  ex p ec t to re c e iv e  su p p o rt:

T h e  Q A T B  w a s  a  p re d ic ta b le  sy s tem . Y o u  k n ew  w h o  w a s  g o in g  to  g iv e  

y o u  a  h a rd  tim e  a n d  w h o  w a s n ’t. In  th e  Q A S, y o u ’re n o t re a lly  q u ite  su re  

w h o  is g o in g  to  h e lp  y o u  an d  w h o  i s n ’t.

(“ R o d ” , A O  M e tro  N o .9 )

A n  o ff ic e r  o f  f if te e n  y ea rs  s ta n d in g  a lso  p o in ts  o u t th a t th e  p ro c e s s  o f  

b u re a u c ra tis a tio n  h as  le d  to  an  in c re a se  in a  sen se  o f  a lie n a tio n . C h a n g e s  in 

c o m m u n ic a tio n s  o p e ra tio n s  h a s  a d d e d  to  th is  sen se  o f  a  lo ss  o f  o c c u p a tio n a l c o m m u n ity . 

O ff ic e r  a re  le ss  lik e ly  to  h a v e  a n y  p e rso n a l and  th e re fo re  e m o tio n a l c o n n e c tio n  w ith  

c o m m u n ic a tio n  o p e ra to rs :

Y o u ’re  a  n u m b e r  n o w . In  th o se  d ay s  y o u  w ere  a  n a m e . N o w  y o u ’re  ju s t  a  

n u m b e r. P e o p le  o f  m y  v in ta g e  s till re ta in  a n a m e  b e c a u s e  so m e  o f  th e  

h ie ra rc h y  s ta r te d  a t th e  sam e  tim e  as m e. I feel so rry  fo r  so m e  o f  th e  ju n io r  

s ta f f  b e c a u s e  th e y  h a v e  b e c o m e  a n u m b e r a n d  th e y  g e t lo s t in  th e  

s y s te m .. .T h e re ’s lo ts  o f  p e o p le  I w o u ld n ’t k n o w  b y  n a m e  an d  c e r ta in  so m e  

o f  th e  p e o p le  in  h ig h  p o s itio n s  w o u ld n ’t hav e  a  c lu e . A n d  th e re ’s s u c h  an  

in flu x  n o w  o f  tra n s fe rs , w h e re a s  in  th e  o ld  Q A T B  y o u  w e re  p re tty  w e ll a  

f ix tu re . N o w  th e re ’s a  lo t o f  sw a p p in g  and  in te rc h a n g in g  a n d  y o u  ru n  in to  

p e o p le  a ll th e  tim e  y o u  h a v e n ’t see n  b e fo re . In th e  o ld  d a y s  y o u  k n e w  w h o  

th e  c re w s  w e re , a n d  y o u  k n e w  th e  c o n tro lle rs  ta lk in g  to  y o u . N o w  y o u  d o n ’t 

k n o w  w h o  th e y  are .

(“ G e o rg e ” , A O  P ro v in c ia l  N o .2 3 )
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T h is  lo s s  o f  c o m m u n ity  an d  in c re a se d  a lie n a tio n  is fu r th e r  e x a c e rb a te d  b y  th e  

p e rs is te n c e  o f  a  c u ltu re  o f  fea r, w h e re  o ff ic e rs  fee l th e y  h a v e  n o -o n e  to w h o m  th e y  c a n  

a r tic u la te  p ro b le m s  w ith o u t  fe a r  o f  re tr ib u tio n  o r  v ic tim isa tio n . O ff ic e rs  w h o  d id  th e ir  

in i t ia l  tra in in g  o u ts id e  o f  Q u e e n s la n d  c o n firm  th a t th e  e m o tio n a l c u ltu re  o f  th e  Q A S  

d if fe rs  m a rk e d ly  fro m  a m b u la n c e  s e rv ic e s  in  o th e r  A u s tra lia n  s ta te s :

T h e y ’re  m o re  a s se r tiv e  d o w n  in  V ic to r ia  th a n  th e y  a re  h e re . In  th e  Q A T B  

y o u  d id  as y o u  w e re  to ld  o r  y o u  g o t th e  sack ... P e o p le  h e re  a r e n ’t c o n f id e n t 

e n o u g h  in  th e ir  o w n  sk ills  an d  in  th e m se lv e s  b e c a u s e  o f  th e  w a y  th e y  h a d  

to  go  th ro u g h  a ll th is  Q A T B  c rap . T h e y  d id n ’t h a v e  a n y  s u p p o rt, n o t  th a t 

th e y  d id n ’t h a v e  tra in in g , b u t th e y  w e re n ’t g iv e n  a n y  su p p o rt. Y o u  d o n ’t 

h e a r  th e m  c o m e  b a c k  a n d  ta lk  a b o u t a  case , lik e  s it  d o w n  w ith  th e ir  p a r tn e r .

In  o th e r  p la c e s  th e y  d o  b e c a u se  th e y ’re  c o n fid e n t in  th e  jo b . B e c a u se  i f  

th e y  ta lk  a b o u t a  c a se  a n d  fin d  o u t th e y ’v e  d o n e  s o m e th in g  w ro n g , th e y  

th in k , o h , sh it, I ’v e  d o n e  s o m e th in g  w ro n g , I w o n ’t ta lk  a b o u t it. T h e y ’re 

s till  s c a re d . T h e y ’re  n o t c o n fid e n t in  th e ir  sk ills . A n d  y o u  f in d  th a t a  lo t o f  

th e  p e o p le  w h o  a re  s till in  p o w e r  s till  h a v e  th a t m e n ta li ty  b e c a u s e  th e y ’re  

f ro m  th e  o ld  sch o o l. A n d  all o f  th e  p e o p le  d o w n  o n  th e  ro a d  a re  sc a re d  to 

o p e n  th e ir  m o u th . S o m e th in g  c a n  b e  g la r in g ly  w ro n g  in  a  c a r  a n d  th e y  

w o n ’t s a y  a n y th in g . I t ’s ju s t  th a t th e y  h a d  b e e n  b ru ta lis e d , i f  y o u  o p e n  y o u r  

m o u th  y o u ’re  in  tro u b le . T h e y  w o n ’t o p e n  th e ir  m o u th , a n d  i f  th e y  do 

o p e n  th e ir  m o u th  m o re  o fte n  th a n  n o t th e y  w ill  e n d  up  in  tro u b le .

(“ M a lc o lm ” , A O  P ro v in c ia l N C )

A lth o u g h  v a lid  c o m p a r iso n s  b e tw e e n  th e  e m o tio n a l c u ltu re s  o f  th e  Q A T B  a n d  

th e  Q A S  a re  b e y o n d  th e  s c o p e  o f  th is  s tu d y , th e  c h a n g e o v e r  f ro m  a c o m m u n ity -b a s e d , 

th ird  s e c to r  o rg a n is a t io n  to  o n e  th a t is  im b u e d  w ith  b u re a u c ra tic , m a n a g e r ia l  a n d  

e c o n o m ic  ra t io n a lis t  id e o lo g ie s  an d  p ra c tice s  h a s  fu r th e r  c o m p o u n d e d  th e  p ro b le m  o f  

e m o tio n a l e m b e d d e d n e ss . T h e  in te rv ie w  d a ta  p re se n te d  h e re  in d ic a te s  d e v e lo p m e n t o f  a 

m a n a g e r ia l  id e o lo g y  im b u e d  w ith  th e  v a lu e s  o f  o rg a n is a tio n a l e f f ic ie n c y  a n d  

e f fe c tiv e n e s s . M a n a g e m e n t p ra c tic e s  th a t h av e  d e v e lo p e d  o u t o f  th is  id e o lo g y  h a v e  le d  

to  a  s i tu a t io n  w h e re  m id d le  m a n a g e m e n t h av e  m u c h  less  tim e  to in te ra c t w ith  ro ad  s ta ff.
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T h is  h a s  m e a n t  th a t m id d le  m a n a g e m e n t h a v e  lo s t r e g u la r  c o n ta c t w ith  th e  

e m o tio n a l c u ltu re  w ith in  w h ic h  o n  ro a d  s ta f f  a re  e m b e d d e d , p a r t ic u la r ly  f fo n ts ta g e  

e m o tio n a l c u ltu re . T h is  h a s  re s u lte d  in  a  d e te r io ra tio n  o f  in te rn a l c lie n t re la tio n s , w h e re  

m id d le  a n d  u p p e r  m a n a g e m e n t, d e sp e ra te  to m e e t b u re a u c ra tic  d e a d lin e s , p r iv i le g e  

c e r ta in  fo rm s  o f  c o m m u n ic a tio n  o v e r  o th e rs . Is su e s  re la tin g  to  e m o tio n a lity  a re  

in d iv id u a lis e d  a n d  c o m p a r tm e n ta lis e d  th ro u g h  re fe rr in g  th e m  to  E A P s  a n d  s u p p o r t 

p ro g ra m s , o r  d e a lt  w ith  th ro u g h  s tru c tu ra l m e c h a n ism s  su ch  as g r ie v a n c e  p ro c e d u re s  

w h ic h  o f te n  d o  n o t  a d d re ss  th e  u n d e rly in g  issu e s  o f  e m o tio n a lity . A t le a s t o n e  o ff ic e r  

b e lie v e d , fo r  h im , th e  c o m m u n ity -b a s e d  Q A T B  c u ltu re  p ro v id e d  o ff ic e rs  w ith  m o re  

e m o tio n a l s u p p o r t  th a n  th e  c u rre n t one:

T h e  th in g  w ith  th e  o ld  sy s te m  w as  th a t th ey  h ad  a  c o m m itte e  sy s te m , an d  

th e  p e o p le  f ro m  th e  c o m m u n ity  o n  th o se  c o m m itte e s  e n su re d  th a t th e  

su p e r in te n d e n t  o f  th a t s ta tio n  ran  th e  s ta tio n  b y  th e  g u id e lin e s . Y o u  h ad  

p e o p le  th a t y o u  w e re  in  c o n ta c t w ith  p e rso n a lly . Y o u  u su a lly  fo u n d  th a t th e  

su p e r in te n d e n t  w a s  a  p e rso n  w h o  h a d  fee lin g  fo r  p e o p le  a n d  b e c a u s e  y o u  

h a d  th is  c lo se  c o n ta c t w ith  c o m m itte e , su p e r in te n d e n t an d  s ta ff , th e re  w a s  a  

lo t o f  c o m p a s s io n  th e re , m o re  so th a n  n o w . I f  th e re  w a s  a  p ro b le m  y o u  

c o u ld  ta lk  a b o u t it a n d  so lv e  y o u r  p ro b le m s . B u t u n d e r  th e  n e w  sy s te m  

th e r e ’s to o  m a n y  p e o p le  w h o  h a v e  g o n e  up  th e  la d d e r  an d  th e y ’re  th e re  ju s t  

to  a c h ie v e . (T h e y  say ) I w a n t to b e  th e  su p e r  o f  th is  d is tr ic t, I w a n t to  b e  

th e  d is tr ic t  c o m m is s io n e r . I d o n ’t g iv e  a  s tu f f  i f  I w a lk  o v e r  s o m e o n e  e lse  

a n d  p u t  so m e o n e  e lse  d o w n . I d o n ’t c a re  a b o u t th e ir  fe e lin g s  b e c a u s e  I ’ve 

g o t a  jo b  to  d o  a n d  th e y  w ill d o  as I w an t. T h e y ’re  n o t p re p a re d  to  lo o k  at 

p e rs o n a l  is su e s  o f  h o w  th a t it a ffe c ts  s ta ff. T h e re ’s n o t th a t c lo se  c o n ta c t 

w e  u s e d  to  h a v e . I t ’s a ll p a p e r  w o rk . I f  y o u ’v e  g o t a  p ro b le m  p u t it in  

w r i t in g  a n d  g iv e  it to  m e  a n d  w e ’ll ac t u p o n  it. I f  y o u  d o n ’t g iv e  it to  m e  in  

w r it in g , I d o n ’t w a n t to  k n o w  a b o u t it. B e fo re  y o u  c o u ld  go  in  an d  ta lk  o n e  

to  o n e  w ith  so m e o n e  an d  g e t a  re su lt. N o w  i t ’s no  g o o d  g o in g  in  an d  

ta lk in g  b e c a u s e  th e y ’ll tu rn  a ro u n d  a n d  say s , ‘p u t it in w r i t in g ’. T o  m e , th e  

fe e lin g  fro m  o n e  p e rso n  to  a n o th e r  is n o t th e re  a n y m o re . I t ’s ju s t  a  m a tte r  

o f  a  p a p e r  sh u ffle .

(“ G e o rg e ” , A O  P ro v in c ia l  N o .2 3 )

C le a r ly , c o m m u n ic a tio n  b e tw e e n  Q A S  m a n a g e m e n t a n d  o n  ro a d  s ta f f  h as  

su ffe re d  as  a  re su lt o f  o rg a n isa tio n a l ch an g e . T h is  is n o t to  su g g e s t th a t o rg a n isa tio n a l
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c h a n g e  s h o u ld n ’t h a v e  o c c u rre d . T h e re  e x is te d  an  e q u ita b le  d is tr ib u tio n  o f  re so u rc e s , 

t r a in in g  a n d  fin a n c e s  w ith in  th e  Q A T B , a n d  te c h n ic a l s tan d a rd s  w e re  u n e v e n  a c ro ss  th e  

s ta te . F u n d in g  fo r  th e  Q A T B  w a s  tie d  to  th e  fo r tu n e s  (a n d  m is fo r tu n e s )  o f  th e  S ta te  

D e p a r tm e n t o f  H e a lth  b u d g e t, a n d  m e d ic a l d o m in a n c e  m e a n t th a t  a m b u la n c e  s e rv ic e s  

w e re  p la c e d  a t th e  b o tto m  o f  th e  h ie ra rc h y . C le a rly , s tru c tu ra l an d  c u ltu ra l c h a n g e  w a s  

n e e d e d , b u t  w ith in  th is  c h a n g e  e m o tio n a lity  a n d  e m o tio n a l c u ltu ra l c h a n g e  re c e iv e d  

m in im a l a tte n tio n .

O ff ic e rs  m a y  d e sc r ib e  th e  Q A T B  c u ltu re  as m o re  p e rs o n a lis e d  a n d  

c o m p a s s io n a te , b u t  in  c o m p a r iso n  to  th e  Q A S , it w a s  a lso  m o re  p a ro c h ia l, in e q u ita b le , 

a n d  so m e tim e s  v in d ic tiv e . T h e se  o ff ice rs  m o u rn  th e  lo ss  o f  a  g em e in s c h a ft  q u a li ty  and  

th e  d is in te g ra tio n  o f  an  a m b u la n c e  ‘f a m ily ’, w h ic h  h as  b een  re p la c e d  b y  w h a t th e y  v ie w  

as a  ra tio n a l, b u re a u c ra tic  sy s te m  d e v o id  o f  em o tio n :

W h a t’s h a p p e n e d  is th a t th e  s p e c tru m  h as  c h an g ed . T h e  p re s su re  w a s  o n  

p e o p le  o f  m y  lev e l th re e  to  fiv e  y e a rs  b e fo re  th e  c h an g e . W e  le a m t a b o u t 

p e rfo rm a n c e  in d ic a to rs  an d  w o rk in g  w ith in  p a ra m e te rs  a ll th a t t im e  ag o , 

a n d  w e  le a rn e d  to  liv e  w ith  th a t, a n d  th o se  th a t d id n ’t le a rn  to  liv e  w ith  it 

a re  g o n e . B u t th e re  a re  a  lo t o f  o th e r  p e o p le  o u t th e re  w h o  h a v e  b e e n  

d ro p p e d  in  at th e  d eep  e n d  w h o  h a v e n ’t le a rn ed  to liv e  w ith  it a n d  p ro b a b ly  

n e v e r  w ill. A n d  n o w  m a n y  a re  b e in g  su b je c te d  to  it fo r  th e  f irs t tim e . I t ’s 

h u r t in g  th e m  lik e  m a d ... T h e  p a tie n t d o e s n ’t c au se  y o u  th e  d is tre ss . I w a s  

h o p in g  y o u  w o u ld  b r in g  th a t o u t. P a tie n t c a re  is a lm o s t a  re le a se . T h a t ’s 

w h y  y o u ’re  th e re  fo r  G o d ’s sak e . T h a t’s w h a t y o u  d o  fo r a  liv in g . T h e  

re a li ty  is th a t th e  s tre ss  c o m e s  fro m  m a n a g e m e n t s tra te g ie s , n o t  fro m  

p a tie n t ca re . W e  c an  co p e  w ith  p a tie n t care .

(“T e d , O IC  R u ra l N o . 12)

M IC R O  E M O T IO N A L  C U L T U R E : T H E  R O L E  O F  T H E  O F F IC E R -IN -C H A R G E

T h a t e m o tio n a l s tre ss  d o es  n o t p r im a ri ly  e m a n a te  fro m  p a tie n t c a re  a n d  

fro n ts ta g e  a c tiv it ie s  is a th e m e  th a t c o n tin u a lly  a ro se  in  in te rv ie w s  w ith  o ff ic e rs . O n e  

y o u n g  o ff ic e r , w h e n  a sk e d  w h e th e r  o ff ic e rs  ta lk  o p e n ly  a b o u t h o w  th e y  fe lt a b o u t c a se s ,
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s ta te d  th a t th e  e m o tio n a l p ro b le m s  o ff ice rs  d e v e lo p e d  w e re  n o t  u su a lly  c a u s e d  b y  

c r it ic a l in c id e n ts , b u t  ra th e r  fro m  an  in a b ility  to  m a n ip u la te  o r  c o p e  w ith  th e  m ic ro  

e m o tio n a l c u ltu re  o f  th e  s ta t io n  o r  b ran ch . T h is  q u o te  fro m  a  y o u n g  ru ra l o f f ic e r  o f  th re e  

y e a rs  s ta n d in g  in d ic a te s  th a t b o re d o m  a n d  fru s tra tio n  fro m  to o  m u c h  d o w n tim e  in  a 

ru ra l s e tt in g  a n d  c o m p e tit iv e n e s s  a m o n g s t o ff ice rs  o f te n  le ad s to  e m o tio n a l a b u se  

a m o n g s t th e  o ff ic e rs  th e m se lv e s :

I am  n e a r ly  a sh a m e d  to  a d m it it b u t it w as  a lm o s t lik e  a  b re e d  o f  h a te .

Y e a h , I c o u ld  s a y  h a te  in  so m e  c irc u m sta n c e s  a n d  n o t n e c e s sa r ily  to w a rd s  

m y s e lf , b u t  to w a rd s  o th e r  o ff ice rs . I d o n ’t k n o w  w h y , b u t  I th in k  its 

b e c a u s e  th e  s ta t io n  m ig h t h av e  b e e n  s ta g n a n t fo r  so m e  tim e . T h e re  w a s n ’t 

f re sh  b lo o d , so  to  sp e a k , c o m in g  in to  th e  s ta tio n  a n d  c le a n s in g  w ith  n e w  

id e as  a n d  fre sh  fa c es  an d  g e n e ra l e n th u sia sm . M o s t o f  th e m  w e re  fa m ily  

o r ie n ta te d  a n d  it  w a s  lik e  th e y  b ro u g h t in  th e ir  tro u b le s  fro m  h o m e . 

C o m in g  to  w o rk  w a s  a  ch o re , so m e th in g  th e y  d id n ’t lo o k  fo rw a rd  to 

b e c a u s e  th e y  k n e w  th e y  w o u ld  h a v e  to w o rk  w ith  so m e o n e  th e y  p e rs o n a lly  

d id n ’t g e t a lo n g  w ith ... It w a s n ’t so m u c h  th e ir  e m o tio n a l fe e lin g s  o n  case s , 

it w a s  m o re  th a t th e y  w ere  try in g  to g e t o n  to p  o f  o n e  a n o th e r  a n d  it w as  

lik e  a  p e c k in g  o rd e r. Ju s t a  m o b  o f  choolcs. It w a s  h a rd  n o t to  b e c o m e  

s tre s s e d  b e c a u s e  th e y  w ere  (c o n s tan tly )  a t o n e  a n o th e r . T h a t w a s  th e  w o rs t 

p a r t . . .I  th in k  it d e f in ite ly  a ffec ts  p a tie n t care . I t ’s g o t to . I re c k o n  i f  an  

o f f ic e r ’s n o t  h a p p y  a n d  e n th u se d  in h is  w o rk , i t ’s n o t g o in g  to  c o m e  

th ro u g h  in  h is  p a tie n t care . T h e  h a p p ie r  y o u  are , th e  m o re  y o u  a re  g o in g  to 

p ro v id e  to a  p a tie n t as I h av e  fo u n d  in  m y  o w n  c irc u m s ta n c e s . A lso , i f  

y o u ’re  d e a d  tire d  fo r  so m e  re a so n , ev en  th o u g h  y o u ’re  n o t n e c e s sa r ily  in  an  

u n h a p p y  m o o d , b u t  n o t  as h a p p y  as y o u  c o u ld  b e , y o u ’re  n o t w ith h o ld in g  

a n y  m a jo r  tre a tm e n t in  a n y  w a y , b u t th e re  c o u ld  b e  c e r ta in  little  in s ta n c e s  

th a t c o u ld  m a k e  a  c a se  th a t m u c h  b e tte r, a n d  th e y  w o u ld  re a lly  a p p re c ia te  it 

m o re  a n d  th a t ’s w h e re  a  lo t m o re  o f  th e  g e n u in e  fe e lin g  c o m e s  th ro u g h .

(“ S te v e ” , A O  P ro v in c ia l  N o . l  1)

A s th is  o f f ic e r  h a s  illu s tra te d , th e  im p a c t o f  n e g a tiv e  b a c k s ta g e  e m o tio n a l c u ltu re  

m a y  h a v e  a n  im p a c t u p o n  fro n ts ta g e  w o rk  p e rfo rm a n c e . H o w e v e r , th e re  is n o  o n e  

h o m o g e n o u s  e m o tio n a l c u ltu re  th ro u g h o u t the se rv ic e , a n d  e m o tio n a l s u b -c u ltu re s  su ch  

as th e  o n e  d e s c r ib e d  in  th e  p re v io u s  q u o te  a re  n o t n e c e s sa r ily  th e  n o rm .
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O ff ic e rs - in -c h a rg e  (O IC s) o f te n  do ta k e  th e  re s p o n s ib il i ty  o f  e m o tio n a l  

le a d e rs h ip  s e r io u s ly , a n d  p ro v id e  im m e d ia te  su p p o rt a n d  g u id a n c e  fo r  o ff ic e rs  w h o  h a v e  

e x p e r ie n c e d  d if f ic u l t  c a se s  th a t  p la c e  d e m a n d s  o n  an  o f f ic e rs ’ p ro c e ss  sk ills . T h ro u g h o u t 

m y  o b s e rv a tio n s  in  a t le a s t  te n  d iffe re n t s ta tio n s , I w itn e s s e d  se v e ra l c irc u m s ta n c e s  

w h e re  th e  O IC  h a d  ta k e n  a  p ro a c tiv e  ro le  in  fa c ilita tin g  h is  s t a f f s  e m o tio n a l  n e e d s . 

M a n y  O IC s  a re  n o t  o n ly  a w a re  o f  p ro b le m s  th a t m a y  a rise  o n  th e  jo b , b u t  a lso  k e e p  

tra c k  o f  w h a t is  g o in g  o n  in  o f f ic e r s ’ p e rs o n a l lives. In  o th e r  w o rd s , a  ‘g o o d ’ O IC  is  o n e  

w h o  is p a y s  e q u a l a t te n tio n  to  o ff -s ta g e  as w e ll as o n -s ta g e  p ro c e s s  w o rk . O IC s  a re  a b le  

to  a c t as  an  e m o tio n a l b a c k s ta g e  b u ffe r , as d e sc rib e d  h e re  b y  an  o ff ic e r  o f  tw e n ty - tw o  

y e a rs  e x p e r ie n c e :

I ’v e  g o t m y  e a r  o p e n  a ll day . G o in g  th ro u g h  th e  d a ily  s ta tis tic s , w h a t  I ’m  

lo o k in g  a t is w h a t so r t o f  c a se s  th e y  h a v e  a tten d ed . W ith  c o ro n a ry  c a re  

c a se s , c h e s t p a in s , h a v e  th e y  d e f ib r il la te d  th a t p a tie n t?  T o  d e fib  a  p a tie n t 

s u c c e s s fu lly  is b ig  th in g . M y  firs t d e fib  jo b  w as  a  sav e  a n d  I ’v e  n e v e r  

fo rg o tte n  it. T h e  g u y s  y e s te rd a y  d id  a  d e fib  an d  I lo o k e d  a t th e  s ta ts  a n d  it 

w a s  a  sav e . I w e n t o u t th e re  an d  g a v e  th em  a p a t o n  th e  b a c k  a n d  h a v e  a  

cu p  o f  te a  w ith  th e m . Ju s t ta lk e d  it ove r. It h e lp e d  th e m  fee l b e t te r  a b o u t it 

too .

(“F ra n k ” , O IC  M e tro  N o .2 1 )

H o w  e m o tio n a li ty  is  f ra m e d  a n d  e m b e d d e d  in d ic a te s  w h a t w o rk  p ra c tis e s , v a lu e s  

a n d  g o a ls  a re  p r iv i le g e d  w ith in  th e  w id e r  o rg a n isa tio n a l cu ltu re . E v e n  a  b r i e f  p e ru s a l o f  

t ra in in g  a n d  o p e ra t io n a l  s u p p o r t  m a n u a ls  in d ic a te  th a t te c h n ic a l c lin ic a l p e r fo rm a n c e  is 

c le a r ly  p r iv i le g e d  o v e r  e m o tio n a l  la b o u r  p e rfo rm a n c e  an d  e m o tio n  w o rk . E m o tio n a l i ty  

is h id d e n  lik e  a n  u n d e rg ro u n d  s tre a m  th a n  ru n s  u n d e r  th ro u g h  th e  o rg a n is a tio n , e v e n  

th o u g h  it r is e s  to  th e  su rfa c e  e v e ry  m in u te  o f  the d ay . B e c a u se  o f  its  ta c i t  s ta tu s , 

o p e ra tio n a l p ra c tic e s  re la t in g  to  e m o tio n a lity  are  ig n o re d , as its c o n tr ib u tio n  to
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e f f ic ie n c y  a n d  e ffe c t iv e n e s s  is e ith e r  d if f ic u lt to q u a n tify  o r  to o  c o m p le x  to  c o d ify  in  

o p e ra tio n a l m a n u a ls .

H o w e v e r , e m o tio n a l la b o u r  d o e s  m a k e  a  s ig n if ic a n t c o n tr ib u tio n  to  th e  o v e ra ll  

e f f ic ie n c y  a n d  e f fe c tiv e n e s s  o f  th e  Q A S . W h a t is n o t a c k n o w le d g e d  is th a t  e v e n  i f  th e  

s im p le s t  o f  e m o tio n a l la b o u r  p ra c tic e s , su c h  as sm ilin g  a t p a tie n ts , w e re  n o t  p e rfo rm e d , 

th e  q u a lity  o f  th e  in te ra c t io n  b e tw e e n  o ff ic e rs  and  p a tie n ts  w o u ld  p ro b a b ly  b e  im p a ire d  

to  th e  e x te n t th a t o ff ic e rs  w o u ld  h a v e  d iff ic u lty  g a in in g  th e  tru s t a n d  c o n f id e n c e  o f  th e  

p a tie n ts . T h is  is e x p la in e d  c le a rly  b y  a  p e e r  su p p o rt o f f ic e r  w ith  f if te e n  y e a rs  

e x p e rien c e :

M y  im p re s s io n s  a re  th a t th e  m a n a g e m e n t are  v e ry  m u c h  c lin ic a l. T h e y  

b e lie v e  a  jo b  is w e ll d o n e  i f  it is c lin ic a lly  w e ll d o n e . T h e y  lo o k  p u re ly  at 

th e  o u tc o m e . I f  y o u ’v e  g o t a fra c tu re d  leg , y o u  p u t a  sp lin t o n  it a n d  i f  th e  

p e rs o n  g e ts  to  h o sp ita l th e n  th a t ’s e n o u g h . I b e lie v e  th a t th e  

c o m m u n ic a tio n  s id e  o f  a m b u la n c e  w o rk  is n in e ty  p e rc e n t o f  a m b u la n c e  

w o rk . T h e  re a s s u ra n c e  ( o f  p a tie n ts )  is so m e th in g  th a t is o f te n  o v e r lo o k e d . I 

b e lie v e  th a t I c an  se ttle  a  p e rs o n  d o w n  o f te n  w ith o u t so m e  o f  th e  

m e d ic a tio n  th a t w e  h av e . L ik e  so m e o n e  w h o  m a y  b e  in  p a in  o r  so m e o n e  

w ith  a  h e a r t  ra te  tw ic e  as h ig h  as w h a t it sh o u ld  b e , th a t  b y  g e n tly  

e n c o u ra g in g  th is  p e rs o n  a n d  s u p p o r tin g  th em , o f te n  s e tt le s  th e m  d o w n  v e ry  

n ic e ly ... th e re  d o e s n ’t a p p e a r  to b e  a  g rea t d e a l d o n e  in  re la t io n  to  

c o m m u n ic a tio n s , a n d  th a t re a ss u ra n c e  is  so rt o f  s o m e w h a t le f t u p  to  th e  

in d iv id u a l o f f ic e r  to  fo llo w  th e ir  o w n  p e rso n a l s ty le  an d  to th e n  g o  a n d  g e t 

fu r th e r  e d u c a tio n . I t s ee m s s o m e w h a t o f  a le td o w n  in  th a t th e y  c o n c e n tra te  

so le ly  o n  c lin ic a l o u tc o m e s . I f  y o u  can  se tt le  a  p e rso n  d o w n , ra th e r  th a n  

a g g ra v a te  th e m , y o u ’re  fa r b e t te r  o f f  fo r th e  p a tie n t. T a lk  to  th e  p e rs o n  as a  

p e rso n , n o t as a  th in g . E x p la in  w h a t’s g o in g  on . E x p la in  w h a t y o u ’re  d o in g  

a n d  w h y  y o u ’re  d o in g  it, an d  o f te n  th e y  se ttle  d o w n  v e ry  w e ll. A n d  th e r e ’s 

lo ts  o f  ru sh , ru sh , ru sh . S o m e  o ff ic e rs  m a y  c o m e  b a c k  a n d  b o a s t, w e  h a d  a  

fa b u lo u s  jo b  b e c a u se  w e  w ere  o n  sce n e  fo r  five  m in u te s . Is th a t re a l ly  g o o d  

p a tie n t c a re?  Y o u  m a y  be  b e tte r  o f f  sp e n d in g  tw e n ty  m in u te s  o n  sc e n e  

ta lk in g  to  th e  p e rso n , an d  s e tt lin g  th e  p e rso n  d o w n . T h a t m a y  b e  b e tte r  

p a tie n t care .

( “ L e n ” , A O  M e tro  19)

Ja c o b s  (1 9 9 1 ) su g g e s ts  th a t th e  use o f  a u to -su g g e s tiv e  te c h n iq u e s  w ith  h ig h ly  

d is tre s s e d  o r  c r itic a l ill p a tie n ts  is a  c ru c ia l c o m p o n e n t o f  th e  a m b u la n c e  o f f ic e r ’s w o rk .
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H is  a p p ro a c h  is  b a s e d  o n  th e  e x p e r im e n ta l fin d in g s  o f  W rig h t (1 9 6 7 )  w h o  fo u n d  th a t 

p a tie n ts  w h o  h a d  b e e n  tre a te d  b y  o ff ic e rs  w h o  u sed  m in d -b o d y  la n g u a g e  re c o v e re d  a t a  

fa s te r  ra te  th a n  th o s e  w h o  h a d  n o t.

J a c o b s  a rg u e s  th a t th e  ‘g o ld e n  h o u r ’, th e  h o u r im m e d ia te  a fte r  lif e - th re a te n in g  

tra u m a  o c c u rs , a n d  th e  h o u r  in  w h ic h  a m b u la n c e  o ff ice rs  do  th e ir  w o rk , is  a  t im e  w h e n  

c r it ic a lly  ill p a t ie n ts  a re  in  a  s ta te  o f  h y p e rsu g g e s tib le  c o n sc io u sn e s s . A c c o rd in g  to 

W rig h t (1 9 6 7 ) , a n y  n e g a tiv e  s ta te m e n ts  o r  a c tio n s  th a t o c c u r  a ro u n d  p a tie n ts , 

p a r tic u la r ly  b y  c a re g iv e rs , c a n  a d v e rse ly  a ffe c t th e ir  p h y s ic a l c o n d itio n .

D e n ia l o f  th e  im p o r ta n c e  o f  e m o tio n a lity  at th e  c o a lfa c e  o f  a m b u la n c e  w o rk  

m a y  n o w  s e e m  to  h a v e  se r io u s  c o n se q u e n c e s  fo r p a tie n ts , b u t d e n ia l o f  e m o tio n a lity  

w ith in  th e  b a c k s ta g e  a re n a  c a n  h a v e  s ig n if ic a n t ra m if ic a tio n s  fo r  o c c u p a tio n a l  h e a lth  

an d  sa fe ty  re c o rd  o f  th e  Q A S . D e n ia l o f  e m o tio n a lity  an d  n o n -re c o g n itio n  o f  th e  

d e le te r io u s  e ffe c ts  o f  h a rs h  m ic ro  e m o tio n a l c u ltu re s  w ith in  s ta tio n s  m a y  le a d  to  o ff ic e rs  

c u ltiv a tin g  a  p e rs o n a l  c r is is  to b e  e lig ib le  fo r s tress  leav e . O n e  p e e r  s u p p o r t o f f ic e r  

s u g g e s te d  th a t  th e  c o m b in a tio n  o f  th e  o f f ic e rs ’ c u ltu re  o f  s ile n c e  h a s  w o rs e n e d  in  re c e n t 

y e a rs , a n d  th a t th o s e  o ff ic e rs  u n d e r  e m o tio n a l s tre ss  are  m o re  l ik e ly  to  ‘h a n g  o n ’ a n d  go 

o u t o n  s tre ss  le a v e  ra th e r  th a n  se e k  o u t h e lp  th ro u g h  in fo rm a l c h an n e ls :

E v e n  o n  th e  p r io r i ty  o n e  s id e , m a le s  in  p a r tic u la r  w o n ’t ta lk  to  e a c h  o th e r.

T h e y  w o n ’t o p e n  u p . Y e a rs  ag o  th e y  d id . Y o u  c o u ld  w a lk  in to  so m e  

s ta t io n s  a n d  th e y  w o u ld  ta lk  a b o u t a  jo b . N o w  i f  th e y  g e t s tre s se d , th e y  

h a n g  o n  a n d  h a n g  o n , b e c a u s e  n o w  th e y  ju s t  go  o u t on  c o m p o  a n d  s c re w  

th e  s y s te m  fo r  e v e ry  c e n t th e y ’ve  g o t. T h e y  ju s t  th in k , w e ll, th e  s y s te m ’s 

d o n e  m e . I ’m  g o in g  to  d o  th e  sy s te m . I t ’s v e ry  ra re  th a t y o u  w ill g e t a c c e ss  

to  s ta f f  th a t  w ill  o p e n  u p  lik e  tha t. B y  th e tim e  y o u  see  th e m  an d  th e y  d o  

o p e n  u p  th e y  n e e d  p ro fe s s io n a l he lp . I t ’s th en  o u t o f  o u r  s c o p e ...I  th in k  it 

d e p e n d s  o n  th e  p e o p le  w o rk in g  in  th e  s ta tio n  an d  h o w  th e y  g e t o n  w ith  

e ac h  o th e r. L ik e  i f  y o u ’v e  g o t p e o p le  p u ttin g  e ac h  o th e r  d o w n  a ll th e  tim e , 

th e y ’re  n o t  g o in g  to o p e n  up  to an y b o d y . I f  y o u ’v e  g o t c liq u e y  g ro u p s  

w ith in  th e  s ta tio n , little  p o w e r  p la y s  and  that, i f  y o u  d o n ’t fit in to  o n e  o f  

th o se  g ro u p s , y o u ’ll n e v e r  o p e n  up to an y b o d y . It g e ts  to a  p o in t w h e re ,



a n d  it h a s  h a p p e n e d  in  a  few  s ta tio n s  g riev an ces  th a t h a v e  b e e n  ta k e n  to  

c o u rt w h ic h  h a v e  b e e n  so rte d  o u t on  a  o n e  to o n e  b a s is . T h a t ’s b e c o m in g  

m o re  c o m m o n  in  th e  Q A S  n o w  th a n  it ev e r w as. I t ’s sad , b e c a u s e  i t ’s 

d e s tro y in g  th e  l iv e lih o o d  o f  th e  Q A S .

(“D a n n y ” , O IC  M e tro  N o .7)

E v e n  w h e n  th e  m ic ro  c u ltu re  is  o n e  w h ere  o ff ic e rs  d o  e n g a g e  in  a  m o re  

s o p h is t ic a te d  d is c o u rse  o f  e m o tio n , o p e ra tio n a l d ec is io n s  h a v e  a  s tro n g  b e a r in g  o n  h o w  

th e y  fe e l a b o u t th e  o r g a n is a t io n ’s tre a tm e n t o f  th em , a n d  w h e th e r  th e y  w ill s ti l l  ‘s c rew  

th e  s y s te m ’ b y  ta k in g  le av e . T h u s , e v e n  i f  th e s ta tio n  is v ie w e d  as a  sa fe  e m o tio n a l 

h a v e n  a n d  th e  O IC  is s u p p o r t iv e  a n d  c a r in g , o ff ice rs  w h o  su ffe r  w h a t th e y  p e rc e iv e  as 

d e p r iv a tio n s  m a y  b e  in c lin e d  to  b la m e  th e  sy stem .

In  s u m m a ry , th e  p r iv a tis in g  o f  em o tio n a l p ro c e ss  w o rk  h as  p o te n tia l  fo r 

a ffe c tin g  h o w  o ff ic e rs  c o p e  w ith  th e ir w o rk  on a  d a ily  b a s is . T h e  d a ta  p re s e n te d  h e re  

a lso  in d ic a te s  th a t th e  Q A S  h a s  y e t to  co m e  to te rm s  w ith  e m o tio n a l la b o u r  as an  

o c c u p a tio n a l h e a lth  a n d  sa fe ty  c o n ce rn . W h ile  it n eed s  to  b e  re c o g n ise d  th a t E A P s  su ch  

as P r io r ity  O n e  h a v e  b e e n  in tro d u c e d  as an  a c k n o w le d g e m e n t o f  th e  le v e ls  o f  e m o tio n a l 

e x h a u s tio n  o ff ic e rs  a re  p ro n e  to  e x p e rie n c e , th is  p ro g ra m  i ts e l f  m a y  in  fac t e x a c e rb a te  

th e  p ro b le m .

A  c o u n s e ll in g  s e rv ic e  m a y  h e lp  o ffice rs  d e v e lo p  sh o rt te rm  s o lu tio n s  to  

in d iv id u a l p ro b le m s , b u t  it is h ig h ly  u n lik e ly  th a t su ch  a  p ro g ra m  w ill a d d re ss  d e e p e r  

p ro b le m s  c a u s e d  b y  c u ltu ra l  m a la ise . M o re  im p o rtan tly , o ff ic e rs  a re  n o t lik e ly  to  b e  

e n c o u ra g e d  to  w o rk  th ro u g h  h o w  th e ir  p e rso n a l p ro b le m s  a re  d ire c tly  l in k e d  to  c u ltu ra l 

p ro b le m s  w ith  th e  o rg a n is a t io n  itse lf . B ase d  o n  the m a n y  c o n v e rsa tio n s  w ith  o ff ic e rs  

a b o u t th e  in a d e q u a c y  o f  th e  ‘s y s te m ’ in  te rm s  o f  m e e tin g  th e ir  e m o tio n a l n e e d s , it 

a p p e a rs  th a t  m o s t h a v e  a  re a so n a b le  u n d e rs tan d in g  o f  h o w  o rg a n is a tio n a l e m o tio n a lity  

im p in g e s  u p o n  th e m  in d iv id u a lly . H o w ev e r, th ere  ap p ea rs  little  u n d e rs ta n d in g  at b o th



s h o p f lo o r  a n d  m a n a g e r ia l  le v e l o f  th e  c ru c ia l ro le  o rg a n is a tio n a l m a s c u lin ity  p la y s  in  

d e te rm in in g  o rg a n is a tio n a l re sp o n se s  to  e m o tio n a lity . T h is  k n o w le d g e  g ap  is  d is c u s s e d  

fu r th e r  in  C h a p te r  7.
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P A R T  3

C H A P T E R  7

E M O T IO N A L IT Y  A N D  O R G A N IS A T IO N A L  C U L T U R E  R E V IS IT E D

T h is  s tu d y  o r ig in a lly  in te n d e d  to d e sc rib e  a n d  a n a ly s e  th e  p ra c tic e s  o f  e m o tio n a l 

la b o u r  w ith in  an  in te ra c t iv e  s e rv ice  o rg a n isa tio n . T h e  a im  w a s  to  te s t th e  v a lid ity  o f  

H o c h s c h i ld ’s c o n c e p tu a lis a tio n  o f  e m o tio n a l la b o u r b y  a p p ly in g  h e r  w o rk  w ith in  a 

p u b lic  o rg a n is a tio n  to  g a u g e  w h e th e r  c o m m e rc ia l lo g ic  w a s  th e  re a so n  fo r  th e  a lie n a tio n  

a n d  e m o tiv e  d is so n a n c e  th a t a m b u la n c e  o ff ic e rs  w e re  p ro n e  to  e x p e r ie n c e .

H o w e v e r , w ith in  th e  Q A S th e  p e rfo rm a n c e  o f  e m o tio n a l la b o u r  p e r  se  w a s  n o t 

p ro b le m a tic . F o r  th e  m o s t pa rt, a m b u la n c e  o ffice rs  e n jo y e d  p e rfo rm in g  e m o tio n a l 

la b o u r , s e e in g  it as an  im p o r ta n t p a rt o f  th e ir  o c c u p a tio n a l id e n tity . W h a t d id  b e c o m e  

o b v io u s  h o w e v e r , w as  th a t se p a ra tin g  th e  s tu d y  o f  e m o tio n a l la b o u r  f ro m  th e  s tu d y  o f  

o rg a n is a t io n a l  c u ltu re  as an  in te lle c tu a l e x e rc ise  w as  in e ffe c tu a l. E a r ly  in f ie ld w o rk  it 

b e c a m e  a p p a re n t  th a t it w as  th e  w a y  in w h ic h  e m o tio n a l la b o u r  w a s  s itu a te d  w ith  

re g a rd s  to  th e  o v e ra ll  e m o tio n a l c u ltu re  th a t w as  m o re  im p o r ta n t. A  s tu d y  o f  o n ly  o n e  

e le m e n t o f  e m o tio n a l c u ltu re , in  th is  c a se  e m o tio n a l la b o u r , w o u ld  p ro v id e  an  

in c o m p le te  a c c o u n t o f  th is  p ra c tice  in  th is  p a r tic u la r  co n tex t.

In  a d d it io n  to  th is , an  e x c lu s iv e  fo cu s o n  th e  p ra c tic e  o f  e m o tio n a l la b o u r  w o u ld  

h a v e  ig n o re d  th e  c ru c ia l p a rt in tra -g e n d e r  re la tio n s  a n d  g e n d e r  id e o lo g ie s  p la y  in  

d e te rm in in g  th e  s ta tu s  o f  e m o tio n a l la b o u r  w ith in  th e  Q A S . A fte r  m a n y  h u n d re d s  o f  

h o u rs  o f  o b s e rv a tio n  it b e c a m e  c lea r  th a t th e  c o n fu s io n  a n d  a m b ig u ity  su rro u n d in g  th e  

d if fe re n c e s  b e tw e e n  fro n ts ta g e  and  b a c k  s ta g e  m a sc u lin it ie s  w a s  il lu s tra tiv e  o f  h o w  th e



e m o tio n a l  c u ltu re  w a s  c o n s tru c te d  an d  m a in ta in e d  th ro u g h  g e n d e re d  o rg a n is in g  

p ro c e s s e s . B e c a u se  fro n ts ta g e  p e rfo rm a n c e s  o f  m a s c u lin ity  o f te n  c la sh e d  c o n s id e ra b ly  

w ith  b a c k s ta g e  p e rfo rm a n c e s , o f f ic e rs ’ a cc o u n ts  o f  e m o tio n a l la b o u r  w e re  c e n tra l  to 

e x p lo r in g  w h a t  th e se  d iffe re n c e s  m e a n t fo r h o w  o rg a n is a tio n a l e m o tio n a li ty  in  an  

o v e ra ll  sen se .

T h e re fo re , th e  lin k s  b e tw e e n  th e  p e rfo rm a n c e , tra in in g  a n d  s u p p o r t o f  e m o tio n a l 

la b o u r  w e re  tra c e d  th ro u g h  an  a n a ly s is  o f  th e  o rg a n is a tio n a l c u ltu re  o f  th e  Q A S . A s 

p re v io u s ly  o u tl in e d  in  C h a p te r  3, th e re  is  n o  o v e ra rc h in g  d e f in it io n  o f  o rg a n is a tio n a l 

c u ltu re . B e c a u se  o f  th e  c o n c u rre n c e  o f  c o n se n su s , d iffe re n tia tio n  a n d  a m b ig u ity  

c o n c e rn in g  e m o tio n a lity  w ith in  th e  Q A S , th is  la ck  o f  c o n se n su s  a b o u t w h a t a c tu a lly  

c o n s ti tu te s  o rg a n is a tio n a l c u ltu re  h as  b e e n  u se d  as a  s tre n g th  in  th is  s tu d y . It is  fo r th is  

re a so n  th a t M a r t in ’s a p p ro a c h  to th e  s tu d y  o f  o rg a n isa tio n a l c u ltu re  h a s  b e e n  a d o p te d  

he re . T h e  a d o p tio n  o f  o n e  a p p ro a c h  w o u ld  h a v e  re su lte d  in  c ru c ia l a sp e c ts  o f  em o tio n a l 

c u ltu re  e ith e r  b e in g  ig n o re d  o r  re n d e re d  p e r ip h e ra l. I t w a s  e s se n tia l in  th is  s tu d y  to 

e x p lo re  a ll a sp e c ts  o f  e m o tio n a l c u ltu re  so  th a t th e  lin k a g e s  b e tw e e n  e m o tio n a l la b o u r 

a n d  e m o tio n a l  c u ltu re  w e re  c le a rly  a p p aren t.

T h e re  a re  a  n u m b e r  o f  re a so n s  w h y  a m b u la n c e  se rv ic e s  in  Q u e e n s la n d  h a v e  n o t 

re c o g n is e d  th e  e m o tio n a l c o m p o n e n t o f  a m b u la n c e  o f f ic e r s ’ w o rk . A s  a lre a d y  n o te d , 

p ro v is io n  o f  se rv ic e s , u p  u n til  re cen tly , h a d  b e e n  u n e v e n  a c ro ss  th e  s ta te . C o n se q u e n tly , 

o ff ic e rs  in  s o m e  a re a s  w e re  m o re  lik e ly  to  re c e iv e  fo rm a l e m o tio n a l s u p p o r t th a n  o th e rs . 

T h e  p ro v is io n  o f  th is  su p p o rt w as  o fte n  d e p e n d e n t u p o n  th e  d e v e lo p m e n t o f  a  g o o d  

re la tio n s h ip  w ith  h ig h -ra n k in g  o ff ice rs . T h is  p a ro c h ia l a p p ro a c h  to s e rv ic e  p ro v is io n  

a lso  in f lu e n c e d  th e  lev e l and  q u a lity  o f  tra in in g , w h ic h  h as  s tro n g ly  l in k e d  to 

o rg a n is a t io n a l  s u p p o r t an d  d e v e lo p m en t.
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T h e  s e rv ic e  w as, an d  s till is a  ‘h a r s h ’ c u ltu ra l e n tity , c o n s is tin g  o f  a  p a ra d o x ic a l 

m ix  o f  c u ltu ra l v a lu e s  a n d  p ra c tic e s , su ch  as d isp la y  o f  ‘s o f te r ’ e m o tio n s  to  th e  p u b lic  

su c h  as  c o m p a s s io n , e m p a th y  an d  c h e e rfu ln e ss , a n d  an  e x p e c ta tio n  th a t o ff ic e rs  w il l  n o t 

d is p la y , a t a n y  tim e  o th e r  ‘s o f te r ’ e m o tio n a l e x p re ss io n s  o f  g rie f, re m o rs e  o r  s a d n e ss . In  

o th e r  w o rd s , o ff ic e rs  w e re  e x p e c te d  to k e ep  u p  a  c o n s ta n t ‘m a s c u l in e ’ d e m e a n o u r  o f  

s e lf -c o n tro l a n d  s to ic ism , w h ile  s im u lta n e o u s ly  p re s e n tin g  a  c a r in g ’ a n d  ‘fe m in in e ’ 

d e m e a n o u r  to  p a tie n ts . In  te rm s  o f  e m o tio n a l e x p re ss io n , th is  e x p e c ta tio n  is n o t h a rs h  in  

itse lf . T h is  e x p e c ta tio n  b e c o m e s  p ro b le m a tic  w h e n  th e  o rg a n is a tio n  d e e m s  th a t o n ly  a 

n a rro w  ra n g e  o f  fe e lin g s  c an  b e  p u b lic ly  e x p re sse d  w ith in  a  w o rk  c o n te x t. A s  p re v io u s ly  

illu s tra te d , o ff ic e rs  w h o  e x p re ss  e m o tio n s  o u ts id e  th e  a cc e p ta b le  ra n g e  r is k  h a ra s s m e n t 

an d  o s tra c ism .

T h e  m a in  f in d in g  fro m  th is  s tu d y  is th a t w h ile  in d iv id u a l o ff ic e rs  a c k n o w le d g e  

th e  d ra m a tu rg y  o f  a m b u la n c e  w o rk , th e  Q A S as an  o rg a n is a tio n  d o e s  n o t. P e rfo rm a n c e  

o f  e m o tio n a l la b o u r  is c o n s id e re d , in v a ry in g  d e g re es , an  im p o r ta n t p a r t o f  th e  jo b  b y  o n  

ro a d  o ff ic e rs , a n d  it is s o m e th in g  th e y  do  w ith  e x p e rtise . T h e  m a n y  h o u rs  sp en t 

o b s e rv in g  o ff ic e rs  a tte n d in g  to  p a tie n ts  c o n firm e d  th is . M a n y  o ff ic e rs  a p p e a re d  to  g a in  a 

s ig n if ic a n t a m o u n t o f  jo b  sa tis fa c tio n  fro m  th is  a sp e c t o f  th e ir  w o rk . T h e  p o w e r  to  ca lm  

a n d  re a s s u re  c o m b in e d  w ith  th e  p o w e r  to  a lle v ia te  p a in  an d  s u ffe r in g  is a  p o w e rfu l 

m a g n e t th a t p ro v id e s  o ff ic e rs  w ith  a  s tro n g  a n d  m e a n in g fu l w o rk  id e n tity . A lso , th e  

s ta tu s  th a t  th e  u n ifo rm  c o n fe rs  u p o n  o ff ice rs , as w e ll as th e  re la tiv e  a u to n o m y  o n  ro a d  

w o rk  p ro v id e s , g iv e s  th e m  a sen se  th a t th e ir  jo b  is n o t ‘ju s t  a  j o b ’, b u t a lso  a  s e n se  o f  

b e in g  s tro n g ly  c o n n e c te d  to th e  c o m m u n ity . M an y  a m b u la n c e  o ff ic e rs , p a r tic u la r ly  ru ra l 

o n e s , w e re  o f  the o p in io n  th a t b e in g  an a m b u la n c e  o ff ic e r  m e a n t th a t th e y  c o u ld  a c tiv e ly  

c o n tr ib u te  to  th e  fu n c tio n in g  o f  th e  c o m m u n ity  in  a  v e ry  rea l w ay .
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T h e re fo re , o ff ic e rs  w e re  g e n e ra lly  p o s itiv e  a b o u t th e  p e rfo rm a n c e  o f  e m o tio n a l 

la b o u r. T h is  is in  c o n tra s t  to  H o c h s c h ild ’s f in d in g s , w h e re  th e  f lig h t a tte n d a n ts  s p o k e  o f  

e m o tio n a l la b o u r  as a  b u rd e n  th a t  s o m e tim e s  led  to  a  lack  o f  c o n n e c te d n e s s  to  o th e rs . O f  

c o u rse , th e re  a re  s p e c if ic  re a so n s  w h y  th e re  is th is  d iffe re n c e  b e tw e e n  th e  tw o  g ro u p s , 

a n d  so m e  o f  th e m  h a v e  little  to  do  w ith  e m o tio n a l la b o u r itse lf . F o r  in s ta n c e , f lig h t 

a tte n d a n ts  a re  p ro n e  to  s u ffe r  d is lo c a tio n  b e c a u se  o f  th e  v e ry  n a tu re  o f  th e  w o rk  itse lf . 

S p e n d in g  m a n y  n ig h ts  a w a y  fro m  h o m e , c o n s ta n t d is ru p tio n  o f  p e rs o n a l ro u tin e s , an d  

th e  s tre ss  o f  y e a rs  o f  f ly in g  i t s e l f  a ll c o m b in e  to  c re a te  so m e  sen se  o f  a lie n a tio n . In  

c o n tra s t, a m b u la n c e  o ff ic e rs  d o  n o t e x p e r ie n c e  th e  sam e  le v e l o f  d is ru p tio n .

H o w e v e r , b o th  g ro u p s  p e rfo rm  d iffe re n t k in d s  o f  e m o tio n a l la b o u r. W h ile  b o th  

a re  e x p e c te d  to  e x p re ss  p o s it iv e  e m o tio n s  an d  su p p re ss  n e g a tiv e  o n e s , th e  e m o tio n a l 

la b o u r  th a t f lig h t a tte n d a n ts  p e rfo rm  is o f  a  m o re  fle e tin g  a n d  ro u tin is e d  v a rie ty . F lig h t 

a tte n d a n ts  d o  n o t h a v e  th e  tim e  o r  th e  n e e d  to c o n n e c t e m o tio n a lly  w ith  th e ir  p a sse n g e rs  

in an  in tim a te  w ay . L a c k  o f  t im e  a lso  p la c e s  p re ssu re s  u p o n  th e  f lig h t a tte n d a n t in  th a t 

th e y  h a v e  to  p e r fo rm  a  lim ite d  set o f  ‘a u th e n t ic ’ e m o tio n s  in  c o m p re s s e d  p e r io d  o f  tim e . 

A s  H o c h s c h ild  h a s  d o c u m e n te d , th is  le ad s  to  p ro b le m s  o f  e m o tio n a l e x h a u s tio n .

A m b u la n c e  o ff ic e rs  h o w e v e r , d o  n o t e n g ag e  in  th e  sa m e  d e g re e  o f  ro u tin is a tio n , 

a n d  a re  re q u ire d  to  b e  a b le  to  ‘s w itc h ’ e m o tio n s  o n  an  h o u r ly  b a s is . T h e  o th e r  m a in  

d if fe re n c e  is th a t th e re  is  m u c h  m o re  e m o tio n a l p re d ic ta b ili ty  fo r  a  f lig h t a tte n d a n t. 

A m b u la n c e  o ff ic e rs  a re  m o re  lik e ly  to  b e  e x p o se d  to u n p re d ic ta b le , e m o tio n a lly  

u n s ta b le  a n d  s o m e tim e s  d a n g e ro u s  p a tie n ts , m a jo r  tra u m a , a n d  e x tre m e  e m o tio n a l  a n d  

p h y s ic a l s tre ss . E x c lu d in g  a  m a jo r  e m e rg e n c y  su ch  as a  p la n e  c ra sh  o r  h i- ja c k , f lig h t 

a tte n d a n ts  a re  n o t  p ro n e  to e x p e r ie n c e  th e  sam e  e x tre m es  o f  e m o tio n s .
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H o w e v e r , o n e  f in d in g  th a t d o e s  c o n c u r w ith  H o c h s c h ild ’s s tu d y  is  th e  e f fe c t 

o rg a n is a t io n a l  c h a n g e  h a s  h a d  u p o n  h o w  a m b u la n c e  o ff ic e rs  do  th e  e m o tio n a l  

c o m p o n e n t o f  th e ir  w o rk . A s  a  re su lt o f  in c re a se d  e m p h as is  on  o rg a n is a tio n a l e ff ic ie n c y , 

a m b u la n c e  o ff ic e rs  h a v e  e x p e r ie n c e d  ‘sp e e d  u p s ’ d u rin g  th e  p a s t  few  y e a rs . T h e s e  

sp e e d -u p s  h a v e  h a d  a  s ig n if ic a n t  im p a c t o n  th e  a m o u n t o f  tim e  a v a ila b le  to  d o  e m o tio n a l  

p ro c e s s  w o rk  b e tw e e n  c a se s . O ffice rs  a re  n o w  e x p ec te d  to p ro c e s s  m o re  c a se s  in  o n e  

sh if t, a n d  in  s o m e  in s ta n c e s  th is  h a s  m e a n t  th a t o ff ice rs  o fte n  h a v e  h a d  to  m o v e  fro m  

c a se  to  c a se  w ith o u t  a n y  b re a k s . A c c o rd in g  to m an y  o ff ice rs , th is  h a s  le ad  to  a n  in c re a s e  

in  p ra c tic e s  o f  re s is ta n c e  d u e  to d is e n c h a n tm e n t w ith  th e  ‘s y s te m ’. O ff ic e rs  fee l as 

th o u g h  th e  d e c is io n s  m a d e  th a t im p in g e  d ire c tly  u p o n  th e  w o rk  th e y  do , do  n o t  ta k e  in to  

a c c o u n t th e  n e e d  fo r  th e  o c c a s io n a l e m o tio n a l ‘tim e  o u t ’.

T h is  la c k  o f  ‘c a r in g ’ o n  th e  p a rt o f  th e o rg a n isa tio n  il lu s tra te s  h o w  th e  e m o tio n a l 

n e e d s  o f  th e o ff ic e rs  a re  s itu a te d  w ith  re g a rd  to th e ir o th e r  n eed s . W h ile  f lig h t a tte n d a n ts  

c o m p la in e d  a b o u t to o  m u c h  a tte n tio n  p a id  to h o w  th ey  p e rfo rm e d  e m o tio n a l la b o u r , th e  

Q A S  o ff ic e rs  c o m p la in  a b o u t a  lack  o f  a tte n tio n . T h e  e m p h a s is  o n  o p e ra tio n a l d e b r ie fs  

a f te r  m a jo r  c a se s  is  in s tru c tiv e  h e re . M a n a g e m e n t a re  c h a rg e d  w ith  th e  c la im  th a t th e y  

a re  in te re s te d  in  o n ly  ‘h o w  th e  jo b  w e n t’ te ch n ica lly . T h e  e m o tio n a l im p a c t o f  th e  c a se  

o f te n  re c e iv e s  s c a n t  a tte n tio n , an d  in  so m e  case s , is ig n o re d  to ta lly .

W h ile  f lig h t a t te n d a n ts ’ e m o tio n a l sk ills  m a y  re c e iv e  re c o g n it io n  b y  

m a n a g e m e n t th ro u g h  th e ir  c o m m itm e n t to  re cu rren t tra in in g , m a n a g e m e n t a re  lo a th e  to  

a d m it th a t th is  a sp e c t o f  th e  w o rk  e x tra c ts  a  p ric e  from  th e  w o rk e r. T h a t p r ic e  m a n ife s ts  

i t s e l f  in  th e  fo rm  o f  e m o tio n a l e x h a u s tio n , em o tiv e  d is so n a n c e  a n d  jo b  d is s a tis fa c tio n . 

Q A S  o ff ic e rs  h o w e v e r , e x p e r ie n c e d  th e  ad d ed  b u rd en  o f  n o t o n ly  h a v in g  th e  e m o tio n a l 

c o m p o n e n t o f  th e ir  w o rk  m a rg in a lis e d , bu t a lso  e x p e r ie n c e d  a  c o n d it io n  c a lle d
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‘se c o n d a ry  w o u n d in g ’. T h is  o c cu rs  w h e n  a n  o ff ic e r  w h o  h as  su ffe re d  s o m e  d e g re e  o f  

p o s t- tra u m a tic  s tre s s  d is o rd e r  is  re b u ffe d  b y  m a n a g e m e n t.

W h ile  H o c h s c h i ld  d e m o n s tra te s  th a t f lig h t a tte n d a n ts  a re  o f te n  u n s u p p o r te d  b y  

m a n a g e m e n t w h e n  a  p a s s e n g e r  is a b u s iv e  o r  th re a ten in g , s e c o n d a ry  w o u n d in g  g o e s  

fu r th e r  th a n  m a n a g e m e n t s h o w in g  li ttle  in te re s t in th e  e m o tio n a l p l ig h t  o f  an  o ff ice r . In  

th e  c a se  o f  D e l ta  A ir lin e s , m a n a g e m e n t w ill o f te n  a c k n o w le d g e  th a t  th e  le v e ls  o f  a n g e r  

to  w h ic h  a  f l ig h t  a t te n d a n t is su b je c te d . In  th e  c a se  o f  th e  Q A S , th is  fo rm  o f  

a c k n o w le d g e m e n t u s u a lly  d o e s  o n ly  n o t o c cu r , th e re  is a  te n d e n c y  to  to ta l ly  d is re g a rd  an  

o f f ic e r s ’ e m o tio n a l  d is tre ss . In  sev e ra l c ase s , o ff ice rs  w h o  h a v e  c h a lle n g e d  th is  as an  

e m p lo y e r ’s fa ilu re  to  p e r fo rm  a ‘d u ty  o f  c a re ’ h a v e  b e e n  s tig m a tise d .

O n e  o f  th e  m o s t o b v io u s  d iffe ren c es  b e tw e e n  th e  tw o  o c c u p a tio n a l g ro u p s  is 

g e n d e r . F l ig h t a t te n d a n ts ’ w o rk  is g e n d e re d  in  th a t it is c o n s id e re d  ‘w o m e n ’s w o rk ’. T h e  

w o rk  e n ta ils  d e p lo y m e n t o f  th e  tra d itio n a lly  fe m in in e  sk ills  o f  a n g e r  m a n a g e m e n t an d  

a n x ie ty  re d u c tio n . W o m e n  h a v e  b e en  e m p lo y e d  in th e se  p o s itio n s  b e c a u s e  o f  th e ir  

‘s p e c ia l’ e m o tio n a l a b ilitie s . H o w ev e r, th e  a ir lin e  c o m p a n ie s  o b v io u s ly  d o  n o t b e lie v e  

th a t a ll w o m e n  p o s s e s s  th e se  sk ills , fo r re c ru itm e n t p ro c e sse s  a re  d e s ig n e d  to  c h o o se  th e  

m o s t sk ille d  a n d  e m o tio n a lly  re s ilie n t. T h e  a b ility  to  b e  fe m in in e  is a  m a jo r  s e le c tio n  

c r ite r io n , as w o m e n  a re  e x p e c te d  to h a v e  th e  ‘in n a te ’ a b ility  to  se t th e  e m o tio n a l in f l ig h t 

to n e .

In  te rm s  o f  g e n d e r , a m b u la n c e  o ff ic e rs  a re  in  a  m u c h  m o re  a m b ig u o u s  p o s itio n . 

O b se rv a tio n s  o f  m a le  a m b u la n c e  o ff ice rs  in d ic a te d  th a t m e n  a re  a lso  c a p a b le  o f  

p e r fo rm in g  e m o tio n a l  la b o u r  th a t  re q u ire s  e m p a th y , c o m p a ss io n  a n d  w a rm th . T h e re  a lso  

a p p e a re d  to  b e  l i t t le  d if fe re n c e  b e tw e e n  th e  q u a lity  o f  e m o tio n a l la b o u r  p e r fo rm e d  b y  

m e n  a n d  w o m e n .
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Q A S  p u b l ic i ty  m a te r ia l  e x p lic itly  p ro m o te s  m en  as c a re rs . M a n y  o f  th e  p o s te rs  

a n d  te le v is io n  a d v e r t is e m e n ts  sh o w  m a le  o ff ice rs  in  c a r in g  p o s e s  su c h  a s  h o ld in g  th e  

h a n d  o f  a  c h ild  o r  o ld e r  p e rso n . In d eed , th e  fac t th a t th e  Q A S h a s  a  b a b y  c a p s u le  h ire  

se rv ic e  a tte s ts  to  th e ir  c o m m itm e n t to  b e  seen  as a  c a r in g  o rg a n isa tio n . H o w e v e r , m e n  

a re  n o t  u s u a lly  a s s o c ia te d  w ith  th e  ac t o f  c a rin g  in p u b lic . T h e re fo re , o ff ic e rs  h a v e  to  

re c o n c ile  th is  t ra d i t io n a l ly  fe m in in e  ac t w ith  th e  fact th a t th e y  a re  s till  m e n . M e n  b e n e f i t  

e m o tio n a lly  f ro m  th e  tra d itio n a lly  p a tr ia rc h a l a rra n g e m e n ts  th a t  s e p a ra te  h o m e  an d  

w o rk . In  an  o r th o d o x  M a rx is t  sen se , th is  m e an s  th a t m e n  are  a b le  to  se ll th e ir  la b o u r  

p o w e r  b e c a u s e  th e y  a re  a b le  to re p ro d u c e  e m o tio n a lly  w ith in  th e  p r iv a te  sp h e re . 

H o w e v e r , th is  a r ra n g e m e n t is c o n tin g e n t u p o n  w o m e n  b e in g  a v a ila b le  to  e n g a g e  in  

e m o tio n  w o rk  a t h o m e .

I f  th is  a r ra n g e m e n t o f  m an  as p rin c ip a l b re a d w in n e r  a n d  w o m a n  as  s o c ia l 

s u p p o r t c h a n g e s , th is  in fe rs  th a t m e n  th e n  ha v e  no  a cc e ss  to  c h ea p  a n d  re lia b le  

e m o tio n a l s u p p o rt. W h e n  w o m e n  w ith d ra w  th e ir  e m o tio n a l la b o u r  w ith in  th e  p r iv a te  

sp h e re , th e  c o n s e q u e n c e s  for m a le  w o rk e rs  m ay  be  c o n s id e ra b le . T h e  Q A S  is h e a v ily  

d e p e n d e n t u p o n  th is  p u b lic /p r iv a te  a rra n g e m e n t as a m e a n s  o f  p ro v id in g  in fo rm a l a n d  

o ffs ta g e  e m o tio n a l s u p p o r t  to  m a le  o ffic e rs .

B e c a u se  th e  Q A S  as a  c u ltu re  is s tro n g ly  a d h e re n t to h e g e m o n ic a lly  m a s c u lin e  

p ra c tic e s  a n d  id e o lo g ie s , it w o u ld  be  fa ir  to a ssu m e  th a t th e  m a jo r ity  o f  m a le  Q A S  

o ff ic e rs  a re  h e te ro s e x u a l  a n d  p ra c tice  a c o n v e n tio n a lly  h e te ro se x u a l life s ty le . A p a rt  

fro m  s tu d e n t a m b u la n c e  o ff ic e rs , all o ff ice rs  in te rv ie w e d  o r  o b se rv e d  w e re  m a rr ie d  w ith  

c h ild re n . In  m o s t  c a se s  th e  m a le  o ff ice rs  w e re  th e  p rin c ip a l e a rn e rs  in  th e  fa m ily . M a n y  

o ff ic e rs  in te rv ie w e d  c o m m e n te d  on th e  lev e l o f  e m o tio n a l su p p o r t th e y  re c e iv e d  fro m



th e ir  sp o u se s , a n d  m o s t b e lie v e d  th a t th e y  c o u ld  n o t do  th e ir  w o rk  e f f ic ie n tly  i f  th is  

s u p p o r t w a s  u n a v a ilab le .

W h e n  o ff ice rs  a re  e x p e r ie n c in g  re la tio n s h ip  p ro b le m s  o r  d iv o rc e , a c c o rd in g  to 

so m e  o ff ic e rs , th e ir  w o rk  p e rfo rm a n c e  d im in ish e s . I f  th e y  a re  u n a b le  to  s e c u re  

e m o tio n a l su p p o r t fro m  e lse w h e re , th e y  a re  lik e ly  to  b e  m o re  v u ln e ra b le  to  e m o tio n a l 

s tre ss  a t w o rk . T h e  Q A S  th e n  is a lm o s t to ta lly  d e p e n d e n t u p o n  o ff ic e rs  re c e iv in g  

e m o tio n a l s u p p o r t fro m  o u ts id e  o f  th e  o rg a n isa tio n . T h e  d is tin c tio n  b e tw e e n  w o rk  a n d  

h o m e  th e n  b e c o m e s  b lu r re d  as sp o u se s , p a r tn e rs  a n d  o c c a s io n a lly  g o o d  fr ie n d s  a n d  

re la tiv e s  ta k e  o n  th e  ro le  o f  e m p lo y e e  a ss is ta n c e  c o u n se llo r . T h e y  a re , b y  d e fa u lt, 

‘h id d e n ’ e m p lo y e e s  o f  th e  Q A S .

T h e  Q A S  as a  c u ltu re  is ill-e q u ip p e d  to c o p e  w ith  a  r ise  in  th e  n u m b e r  o f  m e n  

a n d  w o m e n  w h o  la ck  o ffs ta g e  e m o tio n a l su p p o rt. T h e  in d iv id u a lis tic  a n d  m a s c u lin is t  

c u ltu ra l fra m e w o rk  w ith in  w h ic h  th e  Q A S  o p e ra te s  is u n a b le  to  p ro v id e  th e  k in d  o f  

e m o tio n a l s u p p o r t n e e d e d  b y  m o s t o ff ic e rs , b e c a u se  as a  m a sc u lin is t  c u ltu re , it  d o e s  n o t 

re c o g n ise  th a t m e n  n e ed  p u b lic  fo rm s  o f  e m o tio n a l su p p o r t as w e ll as p r iv a te  o n e s . T h e  

c u ltu re  is  n o t  to le ra n t o f  th e  e x is te n c e  o f  an  e m o tio n a lly  c o m p le x  a m b u la n c e  o ff ic e r , 

b e c a u s e  to  d o  so  w o u ld  re q u ire  th e  re c o g n itio n  o f  m u ltip le  m a sc u lin it ie s  .

O ff ic e rs  a re  a llo w e d  to  ‘s tep  o u t o f  th e  tra d itio n a l h e g e m o n ic  fra m e  w ith in  th e  

c o n f in e s  o f  p e rfo rm in g  e m o tio n a l la b o u r. H o w e v e r , as h a s  b e e n  illu s tra te d  in  C h a p te rs  4 

a n d  5, e m o tio n a l la b o u r  d o e s  n o t e n d  w h e n  th e  p a tie n t is le ft a t th e  h o s p ita l . I t  is 

p ro c e s s u a l a n d  e x ten d s  b e y o n d  th e  b o u n d a r ie s  o f  th e  n a rr ro w ly  d e f in e d  se rv ic e  

p ro v id e r -c l ie n t  re la tio n sh ip . F a ilu re  b y  th e  Q A S  to  a c k n o w le d g e  th e  n e e d  fo r  o ff ic e rs  to  

h a v e  th e  tim e , sp ac e  an d  p e rm is s io n  to  e n g a g e  in  e m o tio n a l p ro c e ss  w o rk  as a  v a lid  p a r t  

o f  a m b u la n c e  w o rk  o f te n  re su lts  in c re a se d  le v e ls  o f  e m o tiv e  d is so n a n c e  a n d  e m o tio n a l
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e x h a u s tio n . T h is  d o e s  n o t a lw a y s  o c c u r  as a  re su lt o f  th e  in te ra c tio n  w ith  th e  p a tie n t,  b u t 

c an  o c c u r  w h e n  th e  o ff ic e r  re a lis e s  th a t  th e  o rg a n is a tio n  o b je c tif ie s  h is  o r  h e r  e m o tio n a l 

se lf . T h is  h a p p e n s  w h e n  th e  Q A S  fa ils  to  a c k n o w le d g e  th a t p a r t o f  th e ir  r e s p o n s ib il i ty  to 

th e ir  o rg a n is a tio n a l m e m b e rs  is  to  ta k e  in to  c o n s id e ra tio n  th e  tim e  n e e d e d  to  re p le n ish  

th e  m in d , b o d y  a n d  s p ir it  w h e n  d e v e lo p in g  o p e ra tio n a l p ro c e d u re s  an d  p o lic ie s .

T h u s , th e  Q A S  h a s  p r iv a tis e d  th is  p a r t o f  th e ir  re s p o n s ib il ity  to  o ff ic e rs  b y  

e n fo rc in g  th e  im p lic it  e d ic t th a t e m o tio n a l  p ro c e ss  w o rk  is s o m e th in g  th a t s h o u ld  o c c u r  

p r im a r i ly  in  th e  p r iv a te  sp h e re  o f  th e  h o m e  a n d  fam ily . G iv e n  th e  s ta te  o f  f lu x  th a t 

fa m ilia l a r ra n g e m e n ts  a re  in , th is  s tra te g y  h o ld s  c o n s id e ra b le  risk  fo r  th e  o rg a n is a t io n  in 

q u e s tio n . T h e  Q A S  h as  b a se d  its  s tra te g y  u p o n  th e  a s su m p tio n  th a t m o s t o ff ic e rs  are  

in v o lv e d  in  o r th o d o x  h e g e m o n ic  h e te ro se x u a l re la tio n sh ip s  w h e re  th e  fe m a le  sp o u se  

see s  it as h e r  ro le  to m a n a g e  th e  e m o tio n s  o f  h e r m a le  p a rtn e r.

I f  s u p p o r t c a n n o t b e  fo u n d  w ith in  th e p r iv a te  sp h ere , a n d  i f  t ra d itio n a l m a le  

f r ie n d s h ip s  p ro v e  to b e  in a d e q u a te  in  te rm s  o f  p ro v id in g  e m o tio n a l s u p p o rt, th e n  th is  

c a n  le a d  to  o ff ic e rs  n e g le c tin g  to  e n g a g e  in  e m o tio n a l p ro c e ss  w o rk . A s  a  fo rm  o f  

c o m m u n ic a tio n , it is a  p ro c e ss  th a t  is  e s se n tia l to h u m a n s  b e in g  ab le  to  d e te rm in e  

w h e th e r  w h a t th e y  a re  e x p e r ie n c in g  is c lo se  to  th e  c u ltu ra lly  a p p ro p r ia te  le v e l o f  

e x p re s s io n  a n d  fee lin g .

A s  T h o its  (1 9 8 4 , 1 9 8 5 ) e x p la in s , th o se  w h o  a d m it th e m s e lv e s  to  p s y c h ia tr ic  

in s ti tu tio n s  a re  m o re  lik e ly  to  h a v e  re c e iv e d  le ss  so c ia l su p p o rt. W ith o u t th is  s u p p o rt, 

p e o p le  a re  n o t a b le  to g a u g e  w h a t th e y  a re  fee lin g , o r  w h e th e r  th e ir  fe e lin g s  a re  d e v ia n t 

in a n y  w a y . T h e re fo re , lack  o f  e m o tio n a l su p p o rt, th e  in a b ility  to ‘ta lk  o u t ’ fe e lin g s  w ith  

o th e rs  w h o  h a v e  so m e  e m p a th y  fo r  an  o f f ic e r ’s s itu a tio n , m a y  h a v e  se r io u s  

c o n se q u e n c e s  fo r h o w  o ff ic e rs  p e rc e iv e  th e ir  m e n ta l h ea lth . In  th e  c a se  o f  e m o tio n a l
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s tre ss  c a u s e d  b y  p o s t- tra u m a tic  s tre ss  d iso rd e r, th e  l ik e lih o o d  o f  n o n - re c o v e ry  is 

e x a c e rb a te d  b y  lim ite d  o p p o r tu n itie s  to  a d d re ss  ‘o u tla w ’ em o tio n s .

In  a d d itio n  to  th e  la c k  o f  re c o g n itio n  o f  th e  s e c o n d a ry  w o rk  re q u ire d  to  p e r fo rm  

e m o tio n a l la b o u r , th e  Q A S  h a s  an  e x p e c ta tio n  th a t m e m b e rs  can  e a s ily  s lip  in  a n d  o u t  o f  

th e  h e g e m o n ic  m a s c u lin i ty  c h a ra c te r is tic  o f  b ack  s tag e  c u ltu re . T h e re  is  a  s tro n g  

e x p e c ta tio n  th a t  o ff ic e rs  w il l  q u ic k ly  re v e r t from  th e  n u tu r in g , c a r in g  f ro n ts ta g e  

a m b u la n c e  o f f ic e r  to  th e  tra d itio n a lly  w ise c ra c k in g , to u g h  a n d  e m o tio n a lly  n e u tra l  

b a c k s ta g e  o ff ice r . A s  it h a s  b e e n  p re v io u s ly  a rg u ed , th is  s lip p a g e  fro m  th e  f ro n ts ta g e  to  

b a c k s ta g e  m a s c u lin i ty  o c c u rs  b e c a u se  o f  th e  a m b iv a len c e  m a le  o ff ic e rs  fe e l a b o u t 

p e r fo rm in g  ‘c a r in g ’ w o rk  in  p u b lic . T h is  d o e s  n o t m e an  th a t a ll o ff ic e rs  s w a g g e r  fro m  

o n e  ro le  to th e  o th e r  in  a  ty p ic a l ly  m a ch o  an d  s te reo ty p ica l fa sh io n . T h e re  a re  m a n y  

o ff ice rs  w h o  a re  e x tre m e ly  c a r in g  an d  n u rtu r in g  in d iv id u a ls , a n d  w h o  p ro v id e  p re m iu m  

q u a lity  o f  c a re  to  p a tie n ts .

T h is  s w itc h  fro m  fro n ts ta g e  m a sc u lin ity  to b a c k s ta g e  m a s c u lin ity  is p ro b le m a tic  

b e c a u se  it is d r iv e n  b y  h e te ro s e x is t  an d  h e g e m o n ic a lly  m a sc u lin e  m y th s  a b o u t th e  tru e  

n a tu re  o f  c a r in g  a n d  w h o  sh o u ld  e n g a g e  in  c a rin g . In  m o s t c u ltu re s , c a r in g  is  c o n s id e re d  

a n  a c tiv ity  to  w h ic h  w o m e n  are  n a tu ra lly  su ited . M en  h a v e  tra d it io n a lly  o n ly  c a re d  

p u b lic ly  o n  th e  b a tt le f ie ld  o r  in  tim e s  o f  e x tre m e  c ris is  su ch  as in  th e  a f te rm a th  o f  

n a tu ra l d is a s te rs . A s  a lre a d y  o u tlin e d  in  C h a p te r  4 , a m b u la n c e  w o rk  h a s  e v o lv e d  o u t  o f  

th is  tra d itio n . H o w e v e r , a m b u la n c e  w o rk  a lso  in v o lv e s  p u b lic  ac ts  o f  c a r in g  fo r  

m e m b e rs  o f  s o c ie ty  th a t m e n  h a v e  tra d itio n a lly  n o t h ad  a n y  lin k  w ith  in  te rm s  o f  p r iv a te  

c a rin g . A s a lre a d y  n o te d  in  C h a p te rs  4  an d  5, o ff ice rs  o f te n  e n g a g e d  in  e m o tio n a l 

d is ta n c in g  r itu a ls  th ro u g h  th e  u se  o f  ja rg o n  a n d  d isp a ra g in g  s te re o ty p e s . C a r in g  fo r  o ld e r  

p a tie n ts , p a r t ic u la r ly  o ld e r  w o m e n , in p u b lic  no t o n ly  c h a lle n g e d  a m b u la n c e  o f f ic e r s ’



d e f in i t io n  o f  a m b u la n c e  w o rk , b u t  a lso  th e ir  c o m m o n -se n se  id e a s  o f  w h a t th e  

b o u n d a r ie s  fo r  m a s c u lin e  p ra c tic e  w ere .

C le a r ly , th e  a m b ig u ity  b e tw e e n  w h a t is e m o tio n a lly  a c c e p ta b le  w ith in  f ro n ts ta g e  

c u ltu re  a n d  w h a t is  n o t  w ith in  b a c k s ta g e  c u ltu re  is fu e lle d  b y  th e  n o tio n  th a t  m e n  w h o  

c a re  in  p u b lic  a re  re q u ire d  to  e n g a g e  in  b a c k s ta g e  c o m p e n sa to ry  w o rk  in  o rd e r  to  a v o id  

b e in g  c a s tig a te d  as n o t q u ite  ‘m a n ’ e n o u g h . T h e  in to le ra n c e  o f  a n y  b e h a v io u r  th a t  c o u ld  

b e  c o n s id e re d  fe m in in e  w ith in  b a c k s ta g e  c u ltu re , p a r tic u la r ly  ‘fe m in in e ’ e m o tio n a lity , 

le ad s  to a  s i tu a t io n  w h e re  Q A S  o ff ic e rs  a re  fo rced  to d e n y  an d  re je c t c e r ta in  fo rm s  o f  

e m o tio n a l p ro c e s s  w o rk .

In  o th e r  w o rd s , o ff ic e rs  fee l th e  p re s su re  to c o n firm  to  a  r ig id  fo rm  o f  h e g e m o n ic  

m a s c u lin ity  w ith in  b a c k s ta g e  c u ltu re  th a t d o e s  n o t in c lu d e  a n y  e m o tio n a l e x p re s s io n  o r  

a d m is s io n  o f  e m o tio n a l d is tre s s  in  a  w a y  th a t m a y  b e  c o n s id e re d  fe m in in e  o r  

s te re o ty p ic a lly  h o m o s e x u a l. W h e n  o ff ic e rs  fin d  th e m se lv e s  w ith in  o rg a n is a tio n a l tim e  

a n d  sp a c e  th a t is n o t  c o n s t i tu t iv e  o f  fro n ts ta g e  e m o tio n a l c u ltu re , th e y  a re  re q u ire d  to  

c o n fo rm  to  m a s c u lin is t  c u ltu ra l e d ic ts , o r  th e y  r isk  b e in g  la b e lle d  a  ‘w im p ’ o r  in  

e x tre m e  c a se s , a  ‘p o o f te r ’. T h e  ro le  o f  b a c k s ta g e  e m o tio n a l c u ltu re , it s e e m s , is  to  a c t as 

a  s u rv e illa n c e  m e c h a n is m . I t  e n su re s  th a t n o  s lip p a g e  fro m  fro n ts ta g e  e m o tio n a li ty  

o c c u rs  a n d  ‘p o l lu te s ’ th e  w id e r  m a s c u lin is t  cu ltu re .

H o c h s c h i ld ’s f l ig h t a t te n d a n ts ’ e m o tio n a l n e ed s  w e re  ig n o re d  b e c a u s e  th e  

“ e m p h a s is e d ” fe m in in e  p ra c t ic e s  th a t c o n s ti tu te d  th e  jo b  i ts e lf  w e re  c o n s tru e d  as  a  

n a tu ra l e x te n s io n  o f  th e  w o m e n  th e m se lv e s . S im ila r ly , Q A S  o ff ic e rs  a re  d e n ie d  

e m o tio n a l s u p p o r t  d u e  to  th e  g e n d e re d  a n d  id e o lo g ic a l n o tio n s  o f  w h a t a  b a c k s ta g e  m a le  

o f f ic e r  sh o u ld  be.

23 4
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H o w e v e r , w h ile  th e  f lig h t a tte n d a n ts  w e re  w e ll a w a re  th a t th e y  w e re  p e r fo rm in g  

e m o tio n a l  la b o u r  b e c a u s e  o f  th e ir  s u p p o se d  in n a te  sk ills , a m b u la n c e  o f f ic e rs  

e x p e r ie n c e d  a  s ig n if ic a n t d e g re e  o f  a m b ig u ity  in  th is  re g a rd . T h e  sk ills  r e q u ire d  to  

p e r fo rm  e m o tio n a l  la b o u r  a re  n o t c o n s id e re d  ‘in n a te ’ fo r  m e n . H o w e v e r , o ff ic e rs  

b e l ie v e d  th a t  th e  a b ili ty  to  c a re  w a s  an  in n a te  a b ility , o r  a t le a s t s o m e th in g  a n  o f f ic e r  

b ro u g h t to  th e  jo b . T h e y  re p e a te d ly  s ta te d  th a t th e  sk ills  r e q u ire d  to  p e r fo rm  e m o tio n a l 

la b o u r  w e re  n o t  a b le  to  b e  ta u g h t in  a  c la s s ro o m  se ttin g , o r  ‘fro m  a  te x tb o o k ’. I f  th e se  

sk ills  a re  n o t ‘in n a te ’ to  m e n , a n d  c a n n o t b e  le a rn e d  th ro u g h  fo rm a l tra in in g , th e n  c a r in g  

is  s o m e th in g  th a t  h a s  to  b e  le a rn t fro m  o th e r  m e n , w h o  b a c k s ta g e , a re  a n y th in g  b u t 

c a r in g . T h e re fo re , y o u n g  a n d  n e w e r  o ff ic e rs  re c e iv e  c o n f lic tin g  m e ss a g e s  a b o u t th e ir  

ro le  as e m o tio n a l  la b o u re rs  a n d  as m e n  w ith in  th is  co n tex t.

T h is  a m b ig u ity  m a n ife s ts  i t s e l f  in  o f f ic e r s ’ c o m p la in ts  a n d  e x p re s s io n s  o f  a n g e r  

a n d  f ru s tra tio n  a b o u t th e  lev e l o f  s u p p o r t th e y  re c e iv e  f ro m  th e  Q A S  as a  w h o le . 

H o w e v e r , to  p la c e  th e  re s p o n s ib il i ty  fo r th e  re p ro d u c tio n  o f  th is  c u ltu ra l p ra c tic e  s o le ly  

w ith in  th e  re a lm  o f  th e  Q A S  as a  u n if ie d  c u ltu re  ig n o re s  th e  fa c t th a t  m u c h  o f  th is  

a m b ig u ity  is  a lso  c o n s tru c te d  o n  th e  sh o p flo o r . T h u s , s u b c u ltu ra l  in f lu e n c e s  a s s is t  in  

m a in ta in in g  th is  a m b ig u ity , so m e th in g  th a t re q u ire s  a  c o n s id e ra b le  d e g re e  o f  c o m p lic i ty  

f ro m  o ff ic e rs  th e m s e lv e s .

I t is s u g g e s te d  h e re  th a t th is  c o m p lic ity  in  th e  re p ro d u c t io n  o f  e m o tio n a l  a n d  

g e n d e re d  a m b ig u ity  is, in  p a rt, re sp o n s ib le  fo r  th e d e v e lo p m e n t o f  th e  e m o tio n a l  

h a rs h n e s s  th a t  is  c h a ra c te r is tic  o f  o rg a n is a tio n a l e m o tio n a lity  w ith in  th e  Q A S . M e n  m a y  

h a v e  ‘p e rm is s io n  to  c a r e ’ w ith in  th e  l im ite d  c o n te x t o f  f ro n ts ta g e  c u ltu re , b u t th is  is  o f f  

se t b y  th e  v ig ila n t  p o lic in g  o f  o th e r  m e n  (a n d  w o m e n ) w ith in  th e  b a c k s ta g e  a re n a . T h e  

a im  o f  th is  s u rv e il la n c e  is to p u rg e  th e  c u ltu re  o f  a s p i l lo v e r  o f  e m o tio n a li ty  th a t is
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c o u n te r  to  th e  p re v a il in g  h e g e m o n ic a lly  m a sc u lin e  p ra c tic e s  c h a ra c te r is tic  o f  fro n ts ta g e  

e m o tio n a lity .

W h ile  fe m a le  a m b u la n c e  o ff ice rs  h a v e  to c o n te n d  w ith  ta u n ts  a b o u t th e ir  la c k  o f  

‘m a s c u l in e ’ s tre n g th , in a b il i ty  to co p e  w ith  m a sc u lin e  v io le n c e , a n d  ‘fe m in in e ’ la c k  o f  

e m o tio n a l c o n tro l  w ith in  th e  fro n ts ta g e  a re n a , in  te rm s  o f  g e n d e re d  s te re o ty p e s , m a le  

a m b u la n c e  o f f ic e rs  d o  n o t  h a v e  ‘b io lo g y ’ o n  w h ic h  to fa ll b a ck . W h ile  w o m e n  g e n e ra lly  

m a y  b e  n o t as p h y s ic a lly  s tro n g  as m en , th e  Q A S h as  o v e rc o m e  th is  v ia  re c ru itm e n t o f  

w o m e n  w h o  h a v e  m e t th e  p h y s ic a l re q u ire m e n ts , a p p ro p ria te  tra in in g  a n d  s o c ia lis a tio n  

o f  w o m e n  in to  m a s c u lin is t  p ra c tice s .

M e n , h o w e v e r , a re  n o t “ in n a te ly  c a r in g ” , a n d  a c c o rd in g  to  b io lo g ic a l 

d e te rm in is m , sh o u ld  n o t b e  d o in g  an y  k in d  o f  w o rk  th a t g o e s  a g a in s t th e ir  “ n a tu re s ” . 

H o w e v e r , th e  Q A S  p ro m o te s  th e  id e a  th a t th e  a v e rag e  Q A S  o ff ic e r  p o s s e s s e s  n u r tu r in g  

a n d  c a r in g  q u a lit ie s . T h is  is th e  d ile m m a  c re a te d  b y  a n  o rg a n is a t io n  th a t  a tte m p ts  to  

c o n ta in  m e n  (a n d  w o m e n )  w h o  try  to  fe m in ise  o r  e m a s c u la te  th e  c u ltu re . E m o tio n a l 

p o llu t io n  is th e re fo re  c o n ta in e d  v ia  c u ltu ra l p ra c tice s  th a t  p r iv i le g e  p a r t ic u la r  k in d s  o f  

m a sc u lin i t ie s  o v e r  o th e rs . T h e  d isc o u rse s  o f  th e se  m a s c u lin is m s  a re  to  b e  fo u n d  

e v e ry w h e re  - in  d re s s  c o d e s , ru le s  a n d  re g u la tio n s , h u m o u r  a n d  la n g u a g e .

In  o rd e r  to  s u s ta in  th is  p ro c e ss  o f  e m o tio n a l p o llu tio n  c o n tro l, th e  a ttr ib u te s  an d  

b e h a v io u rs  th a t  c o n s ti tu te  e m o tio n a l la b o u r a re  c o m p a r tm e n ta lis e d  b e tw e e n  e m o tio n a l 

c u ltu re s . T h e  ‘g u a rd e d  p a s s a g e w a y ’ b e tw e e n  fro n ts ta g e  a n d  b a c k s ta g e  re g io n s  in  th is  

c o n te x t p la y s  a n  im p o r ta n t g a te k e e p in g  fu n c tio n . T h u s , th e  e m o tio n a l p o llu t io n a l  c o n tro l 

m e c h a n is m s  m a y  b e  le ss  fo rm a l th a n  th o se  th a t w e re  p u t in  p la c e  a t D e lta  A ir lin e s , b u t 

a re  in a  s e n s e  m o re  in s id io u s , b e c a u se  th e y  re ly  o n  th e  p ro c e s s  o f  n o rm a tiv e  c o n tro l to 

en su re  th e ir  e f fe c t iv e n e s s . W h ile  fee lin g  ru le s  e s ta b lish e d  b y  D e lta  a ir l in e s  m a n a g e m e n t
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a re  e x p lic it , s im ila r  fe e lin g  ru le s  a re  p a r tia lly  d e te rm in e d  b y  th o se  o n  th e  s h o p f lo o r  

th e m s e lv e s , a n d  a re  m o re  im p lic it  an d  e m erg en t.

T h e re  a re  fiv e  fa c to rs  th a t a s s is t  in  in s ti tu tio n a lis in g  a n d  e m b e d d in g  m a sc u lin is t  

fo rm s  o f  e m o tio n a lity  w ith in  th e  Q A S : h o w  a m b u la n c e  w o rk  is  d e fin e d ; h o w  e m o tio n  

is d e fin e d ; m a s c u lin is m ; o rg a n is a tio n a l c h a n g e  an d  in s titu tio n a lis a tio n  o f  e m o tio n a lity ; 

a n d  p a ra m ili ta ry  in f lu e n c e s . A m b u la n c e  w o rk  h as  b e c o m e  in c re a s in g ly  d e f in e d  as a  

h ig h ly  te c h n ic a l a n d  p ro fe s s io n a l  o c c u p a tio n . T h e  o u tc o m e s  o f  te c h n ic a l w o rk  a re  m o re  

lik e ly  to  b e  q u a n tif ie d  th a n  e m o tio n a l la b o u r. T h is  te c h n ic a l/e m o tio n a l sp lit  w ith in  

a m b u la n c e  w o rk  m irro rs  th e  ra tio n a l/e m o tio n a l d ic h o to m y  u p o n  w h ic h  d e f in it io n s  o f  

s k ill  are  b a se d  (M u m b y  a n d  P u tn a m , 1992 ). T h e  seco n d  fa c to r  c o n c e rn s  h o w  e m o tio n  is 

d e f in e d  fro m  w h e re  it e m a n a te s , and  h o w  it is p e rce iv ed . In  m o s t w o rk p la c e s , e m o tio n  is 

t re a te d  as e x p lic it ly  p ro b le m a tic , b e c a u se  e m o tio n  is set a p a rt fro m  th e ‘r a t io n a l ’ fo c u s  

o f  th e  w o rk p la c e . In  a m b u la n c e  w o rk  h o w e v e r , d e a lin g  w ith  e m o tio n  is an  h o u r ly  ta s k  - 

th e  c rie s  o f  p a in  fro m  a c c id e n t v ic tim s , th e  g rie v in g  o f  re la tiv e s , th e  a n g e r , v io le n c e  an d  

s m a s h in g  o f  g la ss  o f  p a tro n s  at a  p u b  b ra w l at th re e  o ’c lo c k  in  th e  m o rn in g  a n d  th e  jo y  

a n d  r e l ie f  o f  ‘s a v in g ’ a  d ro w n in g  ch ild . T h is  is th e  s tu f f  o f  a m b u la n c e  w o rk .

W h e re a s  m o s t w o rk p la c e s  a re  sp a tia lly  an d  te m p o ra lly  s ta tic , th e  a m b u la n c e  

o f f ic e r ’s w o rk p la c e  is th e  s tre e t, th e  b e d ro o m  a n d  th e  b a c k  o f  th e  a m b u la n c e  v e h ic le . 

T h e  a v e ra g e  w o rk p la c e  is  e m o tio n a lly  p re d ic tab le . T h e  a m b u la n c e  se rv ic e  d o e s  n o t 

k n o w  lite ra lly  w h a t is  g o in g  to  h a p p e n  ne x t. T h is  u n p re d ic ta b ili ty  le ad s  to a  re a c tiv e  

re s p o n s e  w h ic h  in fu se s  th e  w h o le  o rg a n is a tio n  an d  is, to a  c e r ta in  e x te n t, u n a v o id a b le . 

W h ile  m u lt i- c a s u a li ty  in c id e n ts  m a y  b e  a tte n d e d  to w ith  m ili ta ry  s ty le  p la n n in g  a n d  

p re c is io n , th is  ra tio n a l a n d  d is c ip lin e d  a p p ro a c h  is a  fa c ad e , m a sk in g  an  e ss e n tia l ly  

re a c tiv e  o rg a n is a tio n  w h ic h  d o e s  n o t h a v e  tim e  to stop  a n d  re v ie w  its  a c tio n s . T h is  is  a



fu n c tio n  o f  th e  Q A S  h a v in g  to o p e ra te  tw e n ty -fo u r  h o u rs  a  h o u rs  a  d ay , s e v e n  d a y s  a  

w e e k . E m o tio n  is  th e re fo re  d e f in e d  as so m e th in g  th a t w h ic h  im p e d e s  th e  re a l w o rk  o f  

th e  Q A S . It p ro d u c e s  d iso rd e r , la c k  o f  d is c ip lin e  an d  d y s fu n c tio n , a n d  th e re fo re  n e e d s  

to  b e  a t b e s t, su b su m e d  u n d e r  th e  ru b r ic  o f  ‘s t r e s s ’, o r  a t w o rs t, e x p u n g e d  e n tire ly  fro m  

th e  o rg a n isa tio n .

T h ro u g h  c o n ta c t w ith  E A P s  su c h  as P r io r ity  O n e , o ff ice rs  a re  e n c o u ra g e d  to  

im m e rs e  th e m s e lv e s  in  a  s tre ss  d is c o u rse  th a t b o th  in d iv id u a lis e s  an d  c o m p a r tm e n ta lis e s  

e m o tio n . T h e  ‘p s y c h o lo g y ’ o f  s tre ss  is  g iv e n  p r im a c y  o v e r  o th e r  w a y s  o f  p e rc e iv in g  

s tre s s , an d  th is  re su lts  in  th e  p a th o lo g is in g  o f  em o tio n . C o n tra ry  to th e  b e l ie f  th a t  E A P s  

s u c h  as P r io r ity  O n e  a ss is t  o ff ic e rs  to a c k n o w le d g e  a n d  c o n fro n t th e  in tr ic a c ie s  o f  

e m o tio n  in  th e ir  w o rk  p la c e , th e se  p ro g ra m s  p ro m o te  a  d is c o u rse  o f  e m o tio n  th a t 

e le v a te s  in d iv id u a lis tic  a n d  a c u ltu ra l s tre ss  m a n a g e m e n t p ra c tice s .

T h ird , th e  Q A S  is a  v e ry  m a sc u lin is t  o rg a n isa tio n , in  th a t th e  s e rv ic e  d o e s  n o t 

re c o g n ise  th e  in te re s ts  o f  m e n  qua  m en . In s te ad , th e  o rg a n is a tio n  is m o re  l ik e ly  to  

im p o s e  a  m a sc u lin e  re g im e  th a t s tif le s  a n y  d is se n t o r  m o v e  to w a rd s  re a l g e n d e re d  

c u ltu ra l c h a n g e . T h e  d is c re p a n c y  b e tw e e n  th e  p u b lic  im a g e  o f  a m b u la n c e  o f f ic e rs  in  

o rg a n is a t io n a l  p ro m o tio n s  in  te rm s  o f  g e n d e re d  b e h a v io u r  a n d  th e  a c tu a l p ra c tic e  w ith in  

th e  s e rv ic e  is  in s tru c tiv e . T h e  im a g e  o f  th e  ‘c a r in g ’ m a le  o ff ic e r  se e n  o f te n  in  Q A S  

p ro m o tio n a l  m a te r ia l  c la sh e s  w ith  th e  o f te n  v in d ic tiv e  a n d  c ru e l c u ltu ra l p ra c tic e s  th a t 

o c c u r  in  o rd e r  to  su p p re ss  o r  s tif le  an y  c h a n g e  fro m  m a sc u lin is t  e m o tio n a li ty  to  a  

tra n s fo rm a tio n a l o n e  (S ee  A p p e n d ic e s ) .

F o u r th , m a ss iv e  o rg a n is a tio n a l an d  c u ltu ra l c h an g e  h as  e x a c e rb a te d  m a sc u lin is t  

fo rm s  o f  e m o tio n a l e x p re s s io n  an d  e m b e d d e d  w ith in  th e  o rg a n is a tio n a l c u ltu re  a  

‘h a r s h n e s s ’ (a s  p e rc e iv e d  b y  o ff ic e rs  th e m se lv e s ) . It is a rg u e d  h e re  th a t th is  e m b e d d e d
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e m o tio n a l  h a rs h n e s s  is  a  p a r tia lly  a  fu n c tio n  o f  b u re a u c ra tis a tio n  a n d  c e n tra lisa tio n . In  

a d d it io n  to  w h a t w a s  a lre a d y  a  d if f ic u lt  cu ltu re  to  w o rk  in  fo r  m a n y  o ff ic e rs , a  

b u re a u c ra tic  la y e r  o f  w o rk e rs  w h o  are  n o t  se rv ic e  p ro v id e rs  h a v e  b e e n  g iv e n  th e  p o w e r  

to  a d m in is te r  th e  Q A S  in  a  w a y  th a t v ie w s  th e  a m b u la n c e  se rv ic e  as a  m a tr ix  o r  m o d e l 

w h ic h  c a n  b e  m a n ip u la te d . P re v io u s ly , a d m in is tra tiv e  a n d  o p e ra tio n a l p ro b le m s  w e re  

d e a lt  w ith  b y  s e rv ic e  p ro v id e rs  at a  lo c a l level. W h ile  th is  a r ra n g e m e n t w a s  n o t a lw a y s  

a d e q u a te , th e  s e rv ic e  p ro v id e r  at le as t h a d  k n o w le d g e  o f  o n -s ta g e  a m b u la n c e  w o rk , a n d  

h a d  a  ru d im e n ta ry  u n d e rs ta n d in g  o f  h o w  b a c k s ta g e  d e c is io n s  a ffe c te d  o n -s ta g e  

p ra c tic e s . T h is  d o e s  n o t o n ly  re fe r  to b u d g e ta ry  c o n s id e ra tio n s , b u t  a lso  o th e r  p o lic y  

is su e s  su c h  as o rg a n is a t io n a l  d e v e lo p m e n t and  w o rk p la c e  h e a lth  a n d  sa fe ty  is su e s . T h e  

p ro c e s s  o f  b u re a u c ra t is a t io n  in itia lly  o c cu rred  w ith  th e  ta c it a p p ro v a l o f  o ff ic e rs , b u t 

m o s t  o f f ic e rs  d id  n o t  re a lis e  o r  u n d e rs ta n d  th a t th e se  “ c o rp o ra te ” s u p p o r t w o rk e rs  w o u ld  

n o t  h a v e , in  s o m e  c a se s , an  u n d e rs ta n d in g  o f  th e  d eep  c u ltu ra l p ro b le m s  w ith in  th e  

se rv ic e s . In  th is  c a se , o rg a n isa tio n a l c h an g e  has re s u lte d  in  e m b e d d in g  th e  a lre a d y  

‘p u n i t iv e ’ a sp e c ts  o f  th e  p re v io u s  c u ltu re . T h u s , w o rk p la c e  e m o tio n a lity , e s p e c ia lly  th e  

m a s c u lin is a t io n  o f  e m o tio n a lity , w as  n o t d e - in s ti tu tio n a lis e d  - th e  p re v io u s  fo rm  o f  

e m o tio n a li ty  n o t  o n ly  re m a in e d , b u t w a s  e n co u rag e d  to  p e rs is t  th ro u g h  th e  in tro d u c tio n  

o f  a  b u re a u c ra t ic  s tru c tu re .

E x a m p le s  o f  th is  e m b e d d e d n e ss  o f  e m o tio n a l in s ti tu t io n a lis m  c an  b e  fo u n d  in 

b o th  s e rv ic e  p ro v id e r -p a tie n t  an d  in te rn a l c u s to m e r in te ra c tio n s . O ff ic e rs  a re  e x p e c te d  

to  s p e n d  le ss  tim e  o n  sc e n e  in  o rd e r to free  th e m  up to  ‘m o v e ’ m o re  p a tie n ts , re s u ltin g  in 

le ss  d o w n tim e  a n d  c o n se q u e n tly  less tim e  fo r e m o tio n a l p ro c e ss  w o rk . O IC s  n o w  h a v e  

le ss  f re e d o m  to  n e g o tia te  re a so n a b le  w o rk lo a d s  for th e ir  s ta ff. S ta f f  a lle g e d ly  e x p e r ie n c e
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m o re  ‘s t r e s s ’ w h ic h  h a s  re p o rte d ly  led  to a  s ig n if ic a n t r ise  in  s tre s s  a n d  s ick  le av e . In  

so m e  case s , b u re a u c ra tis a t io n  h as  a lso  led  to a  b re a k d o w n  o f  in te rn a l c u s to m e r  re la tio n s .

A n  in c re a s e  in  th e  n u m b e r o f  m id d le  m a n a g e m e n t p o s itio n s  h as  m e a n t  m o re  

c o m p e ti t io n  fo r  c o rp o ra te , d e sk -b o u n d  jo b s  th a t are  s e e n  as an  ‘o u t ’ f ro m  th e  r ig o u rs  o f  

in te ra c t iv e  s e rv ic e  w o rk . T h e se  p o s itio n s  a re  in  th e m se lv e s  h ig h ly  s tre ss fu l. A t th e  tim e  

th is  s tu d y  w a s  c o n d u c te d , m id d le  m a n ag e rs  w e re  re sp o n s ib le  fo r  o v e rs e e in g  th e  w o rk  o f  

u p  to  fo u r  h u n d re d  o ff ic e rs . T h is  w o rk lo a d  m e an t th a t th e se  o ff ic e rs  h a v e  little  tim e  to 

ta lk  fa c e  to  fa c e  w ith  o ff ic e rs , le t a lo n e  p e rfo rm  e m o tio n a l la b o u r  w ith  staff.

F if th , th e  p a ra m ili ta ry  in flu en ce  u p o n  th e  c u ltu re  o f  th e  Q A S  is s till e v id e n t, 

th ro u g h  s y m b o ls  a n d  r i tu a ls  su ch  ep au le tte s , u n ifo rm s, la n g u a g e  u se d  in  o p e ra tio n a l 

m a n u a ls  a n d  d is c ip l in a ry  p ro c e d u re s . T h is  fu r th e r  c o m p lic a te s  th e  l ik e lih o o d  o f  d e 

in s t i tu t io n a lis a t io n  o f  e m o tio n a lity , as s tu d ie s  on  p a ra -m ilita ry  o c c u p a tio n s  an d  

o rg a n is a tio n s  h a s  sh o w n  (A u te n  1981). A s W illis  and  M c C a rth y  (1 9 8 6 )  n o te , th e  e n d  o f  

w a rs  in  A u s tra l ia  h a v e  h is to r ic a lly  re su lted  in a  s ig n if ic a n t g a in  fo r  a m b u la n c e  se rv ice s . 

T h is  ‘g a in ’ h o w e v e r  is s o m e w h a t o f  a  d o u b le -e d g e d  sw o rd . W ith  th e  in f lu x  o f  

d is c ip lin e d  w o rk e rs  w h o  c a n  re a d ily  s lo t in to  tra in in g  an d  a d m in is tra tiv e  p o s itio n s , a lso  

c o m e s  so m e  o f  th e  m o s t p e rn ic io u s  e lem en ts  o f  p a ra -m ilita ry  c u ltu re .

In  s u m m a ry , h o w  th e  Q A S d e fin es  w h a t a m b u la n c e  w o rk  is, h o w  it d e f in e s  and  

re s p o n d s  to  e m o tio n , th e  p re se n c e  o f  a ‘m a sc u lin is t’ c u ltu re  a n d  its  e x p re ss iv e  n o rm s , 

b u re a u c ra tis a t io n /o rg a n is a t io n a l  c h an g e  and  th e  e m b e d d e d n e ss  o f  e m o tio n a l 

in s t i tu t io n a lis m , a n d  th e  p e rs is te n c e  o f  p a ra -m ilita ry  c u ltu ra l p ra c tic e s  a n d  v a lu e s  all 

c o m b in e  to  in f lu e n c e  h o w  e m o tio n a l la b o u r is p e rc e iv e d  a n d  p ra c tise d  w ith in  a m b u la n c e  

w o rk . T o  u se  a  s p o r tin g  a n a lo g y , w h en  it co m es  to p e rfo rm in g  e m o tio n a l la b o u r  as an
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in te g ra l p a r t  o f  th e ir  w o rk , m a n y  o ff ic e rs  h a v e  to n a v ig a te  a n  o r ie n te e r in g  c o u rse  

b lin d fo ld e d .

O ff ic e rs  a re  e x p e c te d  b y  m a n a g e m e n t, p a tie n ts  a n d  th e  g e n e ra l c o m m u n ity  to  

p e r fo rm  e m o tio n a l  la b o u r , w h ile  a lso  e n ac tin g  a  se rie s  o f  s k ills  th a t  a re  n o t d o c u m e n te d  

o rg a n is a t io n a lly  in  a n  a c c e ss ib le  o r  ta n g ib le  w ay. In  o rd e r  to  m a in ta in  so m e  k in d  o f  

e m o tio n a l h e a lth  a n d  e q u ilib r iu m  in  th e ir  liv e s , o ff ic e rs  a re  a lso  e x p e c te d  to  ‘p r iv a t is e ’ 

th e  e m o tio n a l p ro c e s s  w o rk  th e y  n e e d  to do  to a c h ie v e  th is . O ff ic e rs  a re  e x p e c te d  to 

d ra w  u p o n  a  ‘s t r e s s ’ d is c o u rse  th a t d isc la im s  b o th  c u ltu ra l a n d  g e n d e re d  a sp e c ts  o f  

e m o tio n .

W h ile  it  is e v id e n t fro m  th e  d a ta  th a t o ff ic e rs  do  re c e iv e  a  c o n s id e ra b le  a m o u n t 

o f  s u p p o r t f ro m  e a c h  o th e r  in  te rm s  o f  p ro c e s s in g  e m o tio n s  o n  th e  jo b ,  it h a s  b e e n  

illu s tra te d  th a t  m o s t p ro c e s s in g  o c cu rs  o ff-s tag e  w ith  fa m ily , f r ie n d s , a n d  s o m e tim e s  

w ith  p ro fe s s io n a l  c o u n se llo rs .

In  te rm s  o f  e m o tio n a l c u ltu re , th e  Q A S  is th e re fo re  w h a t M e y e rs o n  (1 9 9 1 ) re fe rs  

to  as a  c u ltu ra l ly  a m b ig u o u s  en tity . O n  th e  o n e  h a n d , th e  Q A S  a re  w il l in g  to  re c o g n ise  

th e  im p o r ta n c e  o f  e m o tio n a l la b o u r  th ro u g h  c itin g  ‘c a r in g ’ s k ills  as a  c ru c ia l c o m p o n e n t 

o f  a m b u la n c e  w o rk . O n  th e  o th e r  h an d , e m o tio n a lity  a n d  th e  a b ili ty  to  p e rfo rm  

e m o tio n a l la b o u r  is see n  as an  in n a te  q u a lity , s o m e th in g  th a t o ff ic e rs  a re  ‘h a rd w ire d ’ to 

do . T h is  is  b e s t  illu s tra te d  b y  th e  q u o te  fro m  a tra in in g  o ff ic e r  b e lo w :

O ff ic e r : M y  c o m m e n t w o u ld  b e  th a t th e  m a jo r ity  o f  o ff ic e rs  in  th e  s e rv ice , 

i f  th e y  d id n ’t h a v e  s o m e  lev e l o f  c a r in g  th e y  w o u ld  n o t  b e  a b le  to  m a in ta in  

th e ir  p o s i t io n  b e c a u s e  y o u  h a v e  to  b e  a  c a r in g  p e rs o n  to  m e e t th e  n e e d s  o f  

th e  p a tie n ts . A n d  p ro b a b ly  th e  b ig g e s t im p a c t o n  p e o p le  is  th e  le v e l o f  

p e a k  c o m m u n ic a tio n  th a t o c c u rs  w ith  p a tie n ts  in a  c r it ic a l e n v iro n m e n t.

A n d  i f  th e y  d id n ’t h a v e  th a t c a r in g  n a tu re  b e h in d  th e n , th e y  w o u ld n ’t be  

a b le  to  a c h ie v e  th e  o b je c tiv e s .
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S o , w h a t y o u  a re  s a y in g  is th a t y o u  v ie w  it as so m e th in g  th e y  h a v e  b e fo re  

th e y  g e t in to  th e  s e rv ic e ?

O ffic e r : I b e lie v e  th e y  do  a n d  w e  can  a ss is t th em  in  c h a n g in g  th e ir  

th in k in g  p ro c e s s e s  a n d  h o w  to  d e a l w ith  c e r ta in  s itu a tio n s  ju s t  to  b u ild  

u p o n  th e ir  o w n  in n a te  n a tu re .

(“ B ria n ” , T ra in in g  O ff ic e r  M e tro  N o .3 )

T h is  q u o te  is  a  g o o d  e x a m p le  o f  h o w  m a n a g e ria l id e o lo g y  is  l in k e d  to  h o w  

e m o tio n a l la b o u r  a n d  e m o tio n a l c u ltu re  a re  v ie w e d  w ith in  th e  Q A S . O ff ic e rs  n e e d  to b e  

a b le  to ‘c a r e ’ to  p e r fo rm  ‘c a r in g ’ w o rk , b u t  th is  a b ility  s tem s  fro m  an  o f f ic e r ’s in n a te  

n a tu re , an d  n o t  as a  re s u lt  o f  o c c u p a tio n a l so c ia lisa tio n . T h is  b io lo g ic a l v ie w  o f  c a r in g  

a n d  e m o tio n a li ty  is a lso  at o d d s  w ith  th e  p re v a ilin g  m a sc u lin it ie s  th a t c o n s ti tu te  p a rt o f  

th e  e m o tio n a l c u ltu re . T h u s , th is  a c u ltu ra l a n d  g e n d e r-n e u tra l v ie w  o f  e m o tio n a lity  g iv e s  

th e  Q A S  a  b a s is  fo r  a b so lv in g  i ts e lf  fro m  th e  re sp o n s ib ility  o f  a d d re s s in g  th e  p ro b le m s  

o f  e m o tio n a li ty  w ith in  th e  se rv ice . T h is  s itu a tio n  is fu r th e r  e x a c e rb a te d  b y  th e  re lia n c e  

o n  p r iv a tis in g  e m o tio n  th ro u g h  th e e m o tio n  w o rk  o f  sp o u ses .

T h e  d a ta  p re s e n te d  in  th is  th e s is  d e p ic ts  w h a t o c cu rs  w h e n  o rg a n is a tio n a l c h a n g e  

o c c u rs  w ith o u t  s u f f ic ie n t  a tte n tio n  g iv e n  to the e m b e d d in g  o f  an  o ld  e m o tio n a l c u ltu re  

a n d  th e  r is e  o f  a  n e w  o n e . T h e  in tro d u c tio n  o f  E A P s, th e  ris e  o f  an  e lite  g ro u p  o f  

a m b u la n c e  m a n a g e rs , a n d  in c re a se d  p re s su re  u p o n  o ff ic e rs  a t th e  s h o p f lo o r  le v e l to 

p e rfo rm  m o re  e f f ic ie n tly  w ith o u t re c e iv in g  th e n e c e s sa ry  m a n a g e r ia l  a n d  e m o tio n a l 

s u p p o r t c o m b in e  to  c re a te , in  an  e m o tio n a l sen se , o rg a n isa tio n a l c h ao s . In  a d d itio n  to 

th is , g e n e ra tio n a l  c o n f lic t  in  te rm s  o f  w h a t c o n stitu te s  a p p ro p r ia te  e m o tio n a l s u p p o r t 

h a v e  c re a te d  b re a k d o w n s  in c o m m u n ic a tio n  b e tw een  th e  o ff ic e rs  th e m s e lv e s , b e tw e e n  

o ff ic e rs  a n d  c o m m u n ic a tio n s  s ta ff, an d  b e tw ee n  on  road  s ta f f  an d  m a n a g e m e n t.

A s  an  o b se rv e r , I s o m e tim e s  fo u n d  m y s e lf  in v o lu n ta r ily  c a u g h t u p  in  th is  ch ao s . 

T h is  o c c u r re d  as a  re su lt o f  a tte m p tin g  to re c ru it in te rv ie w e e s  in c e r ta in  re g io n s . W ith
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h in d s ig h t , I n o w  a c k n o w le d g e  th a t c e r ta in  in d iv id u a ls  w ith in  th e  Q A S  tr ie d  to  th w a r t  m y  

a tte m p ts  to  p ro d u c e  a  ‘r e a l i s t ’ e th n o g ra p h ic  a cc o u n t o f  e m o tio n a l c u ltu re . A  

c o m b in a tio n  o f  g o o d  fo r tu n e  a n d  g o o d  p o lit ic s  in  th e  fie ld  m e a n t th a t th e se  in d iv id u a ls  

fa i le d  to a c h ie v e  th e ir  o b je c t iv e .

T h e  te rm  ‘e m o tio n ’ w a s  tre a te d  w ith  su sp ic io n  b y  m a n y  w ith in  th e  se rv ic e . In  

s o m e  in s ta n c e s , it w a s  tre a te d  w ith  o u tr ig h t h o s tility . I f  I h a d  s ta te d  fro m  th e  o u ts e t  th a t 

I w a s  in te re s te d  in  s tu d y in g  s tre s s , I a m  n o w  ce rta in  I w o u ld  h a v e  n o t  h a v e  e n c o u n te re d  

a s  m a n y  o b s ta c le s . A lth o u g h  th e se  o b s ta c le s  w e re  su rm o u n ta b le , m y  o w n  n e g a tiv e  

e x p e r ie n c e s  w ith in  th e  Q A S  do  c o n f irm  o f f ic e rs ’ a cc o u n ts  o f  an  e m o tio n a l c u ltu re  th a t 

is a t b e s t, tro u b le d , an d  a t w o rs t , d e ad ly .

I c o n d u c te d  se v e ra l in te rv ie w  w ith  o ffice rs  w h o  te a r fu lly  d e s c r ib e d  th e  

c irc u m s ta n c e s  s u rro u n d in g  th e  su ic id e s  o f  o th e r o ff ice rs . F o r  e th ic a l re a so n s , I am  

u n a b le  to d o c u m e n t th e se  a c c o u n ts . O ff ic e rs  w h o  to ld  th e se  s to r ie s  a re  th e m s e lv e s  a t 

r is k  o f  e x tre m e  e m o tio n a l re a c tio n s  to  th e se  ev en ts , and  fo r th is  re a so n , th e se  a c c o u n ts  

h a v e  n o t b e e n  u se d  in  th is  th e s is . H o w e v e r , I m u s t a c k n o w le d g e  th a t th e se  a c c o u n ts  do  

e x is t  as a  re p re s e n ta t io n  o f  th e  e x tre m e  c o n se q u e n c e s  o f  an  e m o tio n a lly  h a rs h  c u ltu re .

W h ile  m o s t o ff ic e rs  a c k n o w le d g e  th is  m a n ife s ta tio n  o f  e m o tio n a l h a rs h n e s s  as 

a n  in d ic a to r  o f  th e  d a rk e r  s id e  o f  th e  Q A S , th e  sam e  o ff ic e rs  a re  lo a th e  to  p u b lic ly  

s u p p o r t th e  n e e d  fo r  e m o tio n a l c u ltu ra l ch an g e . F a r  fro m  b e in g  v ic tim s  o f  a  k in d  o f  

e m o tio n a l fa lse  c o n sc io u s n e s s , o ff ic e rs  a re  o n ly  to o  aw are  o f  th e  re la tio n s h ip  b e tw e e n  

th e  e x is te n c e  o f  a  h a rs h  c u ltu re  a n d  th e  d e m a n d s  o ff ice rs  p la c e  u p o n  o n e  a n o th e r  to  a c t 

lik e  ‘r e a l’ m e n  in  b a c k s ta g e  a ren as .

T h e  d e m a n d  to a d o p t s te re o ty p ic a l h e g e m o n ic a lly  m a sc u lin e  p ra c tic e s  o u ts id e  o f  

f ro n ts ta g e  a re n a s  is fu r th e r  e x a c e rb a te d  b y  th e  recen t d e v e lo p m e n t o f  c o rp o ra te

243



m a sc u lin it ie s  w ith in  th e  Q A S . W h e re a s  a  k in d  o f  m ilita r ise d  m a s c u lin ity  (s e e  B a rre tt, 

1 996) w a s  c o m m o n p la c e  w ith in  th e  u p p e r  ra n k s  o f  th e  Q A T B , th e  a d o p tio n  o f  

m a n a g e r ia l  p ra c tic e s  th a t  a re  in d ic a tiv e  o f  the id e o lo g y  o f  s tru c tu ra l e f f ic ie n c y  h as  

m e a n t th a t o ff ic e rs  a t m id d le  o r  s e n io r  m a n a g e m e n t lev e ls  h a v e  n o w  a d o p te d  a  

m a s c u lin is t  m a n a g e r ia l  s ty le . T h is  m e a n s  th a t th e  v e ry  o ff ice rs  w h o  a re  in  th e  p o s i t io n  to 

in it ia te  e m o tio n a l c u ltu ra l c h a n g e , le g itim a te  e m o tio n a l p ro c e ss  w o rk  d u r in g  a m b u la n c e  

tim e , a n d  e n c o u ra g e  an  u n d e rs ta n d in g  o f  th e  a m b ig u o u s  n a tu re  o f  m e n  as p u b lic  c a re rs , 

a re  th e  o n e s  w h o  w ill  th w a r t  th e se  c h a n g e s  in  fa v o u r  o f  a  ra tio n a lis t, m a s c u lin is t  a n d  

p s y c h o lo g ic a l ‘s t r e s s - f i t ’ a p p ro a c h  to e m o tio n a l c u ltu ra l ch an g e .

A s th e se  s e n io r  o ff ic e rs  b e c o m e  m o re  e m b ed d e d  w ith in  in  th is  fo rm  o f  w h ite  

c o lla r  m a sc u lin ity , g re a te r  d is ta n c e  b e tw e e n  th e m se lv e s  an d  fro n ts ta g e  e m o tio n a l  la b o u r  

a n d  e m o tio n a l c u ltu re  w il l  b e  c rea ted . A s C o llin so n  (1 9 9 2 ) a rg u e s , th e  d e v e lo p m e n t o f  

m u ltip le  m a sc u lin it ie s  w ith in  a  p a r tic u la r  g e n d e r re g im e  d o es  n o t n e c e s s a r i ly  m e a n  th a t 

th e se  m a sc u lin it ie s  w ill  a u to m a tic a lly  be a lte rn a tiv e  or  tra n s fo rm a tio n a l.  T h e  

d e v e lo p m e n t o f  a  c o m p e n s a to ry  b a c k s ta g e  m a sc u lin ity  w ith in  th e  Q A S  a t th e  s h o p f lo o r  

lev e l, to g e th e r  w ith  th e  n e w ly  d e v e lo p e d  c o rp o ra te  m a sc u lin ity  h as  h a d  th e  e f fe c t o f  

r e p ro d u c in g  a n d  le g it im is in g  a  ‘h a r s h ’ e m o tio n a l c u ltu re . G e n d e re d  o rg a n is in g  

p ro c e s s e s  a re  lo c a te d  a t th e  h e a r t  o f  th is  re p ro d u c tio n  o f  o rg a n isa tio n a l e m o tio n a lity .
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T h is  th e s is  h a s  a tte m p te d  to  e x p lo re  th e  c o n n e c tio n s  b e tw e e n  g e n d e r , e m o tio n  

a n d  c u ltu re  w ith in  a n  in te ra c tiv e  s e rv ic e  w o rk  p la c e . It h a s  h ig h l ig h te d  h o w  a n  

o rg a n is a t io n  re c o n c ile s  th e  e m o tio n a l a m b ig u ity  th a t o c c u rs  w h e n  m e n  p e r fo rm  p u b lic  

c a r in g  w o rk  w ith in  a  tra d itio n a lly  h e g e m o n ic a lly  m a sc u lin e  o rg a n is a t io n a l  f ra m e w o rk . 

I t  h a s  a lso  s h o w n  th a t  th e  id e o lo g ic a l fram in g  o f  e m o tio n a l la b o u r  i t s e l f  is  h e a v ily  

in f lu e n c e d  b y  h o w  an  o rg a n is a tio n  c o n c e p tu a lise s  e m o tio n , m a s c u lin i ty  a n d  c u ltu re . T h e  

Q A S  is a  m a s c u l in is t  o rg a n is a tio n  w h o se  co re  b u s in e ss  in v o lv e s  tra d it io n a lly  fe m in in e  

w o rk  p ra c tic e s  su c h  as c a re  w ork . B o th  m en  and  w o m e n  w ith in  th e  Q A S  a re  c o m p lic it  

in  th e  m a rg in a lis a t io n  o f  tra n s fo rm a tio n a l p ra c tice s , an d  th is  e f fe c tiv e ly  q u e lls  a n y  

a tte m p t to  c h a lle n g e  th e  c u ltu ra l ed ic ts  o f  th e  g e n d e r re g im e  o f  th e  Q A S .

T h is  s tu d y  h ig h lig h ts  fo u r p ro c e sse s  th a t a re  c ritic a l to th e  m a in te n a n c e  o f  

o rg a n is a tio n a l e m o tio n a li ty  w ith in  th e  Q A S . F irs t, th e  a d h e re n c e  to an  a c u ltu ra l an d  

g e n d e r -n e u tra l  n o tio n  o f  e m o tio n a lity  an d  th e ‘o u ts o u rc in g ’ o f  e m o tio n a l p ro c e s s  w o rk  

to  o ff -s ta g e  fo rm s  o f  s u p p o r t  c o m b in e  to  re n d e r th e  ‘e m o tio n a l’ a n d  ‘e m b o d ie d ’ w o rk e r  

in v is ib le . S e c o n d , re lia n c e  o n  a  c h a n g e  m a n a g e m e n t s tra te g y  th a t c o -o p te d  th e  m o s t 

se v e re  e le m e n ts  o f  a  m a sc u lin is t  o rg a n isa tio n a l c u ltu re  e n su re d  th e  d e v e lo p m e n t o f  a  

c le a r  d iv is io n  b e tw e e n  sh o p flo o r  a n d  co rp o ra te  m a sc u lin it ie s . T h is  e n a b le d  th e  

c o n tin u a tio n  o f  th e  ‘h a r s h ’, m a sc u lin is t cu ltu re  w h ic h  is m a n ife s t  th ro u g h  o rg a n is a t io n a l  

e m o tio n a lity . T h ird , th e  p e rs is te n c e  o f  th e p a ra -m ilita ry  p ra c tic e s , s y m b o ls  an d  

p ro c e s s e s  w ith in  Q A S  e n su re d  th a t a n y  a tte m p ts  at e m o tio n a l c u ltu ra l c h a n g e  b y  p e rso n s  

o u ts id e  th e  c u ltu re  in c lu d in g  c o n tra c te d  in d iv id u a l m e n ta l h e a lth  p ro fe s s io n a ls , w o u ld
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b e  th w a r te d . T h is  in c lu d e d  re s is ta n c e  b y  m a n a g e m e n t to  th e  in tro d u c tio n  o f  f le x ib le  

a r ra n g e m e n ts  fo r  o f f ic e rs  to  e n g a g e  in  e m o tio n a l p ro c e ss  w o rk . F o u r th , th e  re lu c ta n c e  to  

v ie w  e m o tio n a l  p ro c e s s  w o rk  as an  o c c u p a tio n a l h e a lth  an d  s a fe ty  is su e , o u ts id e  o f  th e  

re a lm  o f  m a jo r  p o s t- tr a u m a tic  s tre ss  d iso rd e r, w a s  fu r th e r  re in fo rc e d  b y  a  re s il ie n t 

sh o p f lo o r  c u ltu re  th a t  h a s  te n d e d  to  c a n n ib a lis e  th o se  in  e m o tio n a l n e ed .

A  v a r ie ty  o f  th e o re tic a l  in f lu e n c e s  an d  fra m e w o rk s  h a v e  b e e n  a d o p te d  in  th is  

s tu d y  to  id e n tify  a n d  p ro b e  th e  p ro c e sse s  th a t p ro d u c e  a n d  m a in ta in  o rg a n is a tio n  

e m o tio n a lity . T h e  c o m b in a tio n  o f  G o rd o n ’s c o n c e p tu a lis a tio n  o f  e m o tio n a l c u ltu re  w ith  

G o f fm a n ’s re g io n a l  b e h a v io u r  an d  a u d ie n c e  se g re g a tio n  h a s  a s s is te d  in  d is c lo s in g  th e 

p a r t  s h o p f lo o r  m a s c u l in i ty  p la y s  in  th e  in s titu tio n a l re p ro d u c tio n  o f  e m o tio n a l c u ltu re . 

A p p lic a t io n  o f  th e se  tw o  a p p ro a c h e s  h a s  illu s tra te d  th a t th e  p ro v is io n  o f  s e rv ic e  to 

c lie n ts  in  f ro n ts ta g e  re g io n s  in v o lv e s  a  d iffe re n t k in d  o f  e m o tio n a lity  th a n  is  p re s e n t in  

b a c k s ta g e  s e rv ic e  s u p p o r t a re n as . G o ffm a n ’s id eas  o f  fro n t a n d  b a c k s ta g e  re g io n s  h a v e  

b e en  u se d  to  i l lu s tra te  th a t  th e re  is c o n s id e ra b le  d if fe re n c e  b e tw e e n  f ro n t a n d  b a c k  s tag e  

e m o tio n a l c u ltu re s , a n d  th a t a  c o m b in a tio n  o f  th is  d if fe re n tia t io n  a n d  th e  n o n 

re c o g n it io n  o f  b a c k s ta g e  e m o tio n a l c u ltu re  h e lp s  c o n tr ib u te  to  th e  e x p e r ie n c e  o f  

e m o tiv e  d is s o n a n c e  a n d  e x h a u s tio n  a m o n g s t se rv ice  p ro v id e rs .

M a r t in ’s m u lt ip le  c u ltu ra l c o n fig u ra tio n a l f r a m e w o rk  h a s  b e e n  u s e fu l in  

e x p o s in g  th e  m a n y  la y e rs  o f  e m o tio n a l e x p e r ie n c e  w ith in  th e  Q A S . A  h ig h  le v e l o f  

a m b ig u ity  w i th in  th e  Q A S  h a s  b e e n  id e n tif ie d  th ro u g h  e x p o s in g  th e  d if fe re n c e s  b e tw e e n  

fro n t a n d  b a c k s ta g e  c u ltu re s . S u b -c u ltu ra l in flu en c es  su c h  as th e  d e v e lo p m e n t o f  a  

c o rp o ra te  m a s c u lin i ty  w h ic h  h as  a p p ro p ria te d  p a ra -m ilita ry  e le m e n ts , h a s  re s u lte d  in  

m a n a g e rs  b e in g  d is ta n c e d  fro m  th e  e m o tio n a l a sp e c ts  o f  s h o p f lo o r  m a sc u lin ity , an d  

th e re fo re  th e  p ra c t ic e  o f  e m o tio n a l la b o u r  itse lf . A  c o n c u r re n t a n a ly s is  o f  b o th  g e n d e re d
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a n d  e m o tio n a l o rg a n is in g  p ro c e s s e s  h e lp s  to  e x p la n a tio n  th e  c re a tio n  o f  th is  te n s io n  

b e tw e e n  th e  tw o  e m o tio n a l re g io n s .

T h e  n o rm  o f  th e  d is e m b o d ie d  a n d  a ffe c t-n e u tra l w o rk e r  is h a rd e r  to  a c h ie v e  in  an  

o rg a n is a tio n  lik e  th e  Q A S  b e c a u se  a m b u la n c e  w o rk  cu ts  a c ro ss  th e  th e  tra d itio n a l 

e m o tio n a l d iv is io n  o f  la b o u r  a n d  g e n d e re d  p ro c e sse s . M en  in  th e  Q A S  fin d th e m s e lv e s  

in  a  u n iq u e  a n d  a m b ig u o u s  id e o lo g ic a l, g e n d e re d  an d  cu ltu ra l p o s itio n . B e c a u s e  p u b lic  

a n d  p r iv a te  c a re  w o rk  a re  d e f in e d  as w o m e n ’s w o rk , th e ir  p o s i t io n  o f  c a re rs  w ith in  a  

m a le -d o m in a te d  o c c u p a tio n  lo c a te s  th e m  o u ts id e  the tra d itio n a l id e o lo g ic a l  a n d  

e c o n o m ic  f ra m e w o rk  o f  ca r in g . T h u s , th e  m a le  em o tio n a l n a rra tiv e , th a t  is d e f in in g  

e m o tio n a l s tre n g th  in  te rm s  o f  m a le  ra tio n a l n o rm s , su p p o rts  th e  s u p p re s s io n  o f  

fe m in in e  e m o tio n a l p ro c e s s e s  a n d  p ra c tic e s . In  te rm s  o f  th e  a c tu a l p e r fo rm a n c e  o f  

e m o tio n a l la b o u r, o ff ic e rs  a re  in  th e  ra re  p o s ito n  o f  b e in g  ab le  to  ‘c o n tr o l ’ th e ir  

e m o tio n a l d isp la y . O ff ic e rs  can  le g a lly  c o m m a n d  c o m p lia n c e  a n d  c o -o p e ra t io n  fro m  

p a tie n ts , a n d  do  e n jo y  a  d e g re e  o f  s ta tu s , p a r tic u la r ly  in ru ra l c o m m u n itie s .

T h e  te c h n iq u e s  u s e d  b y  a m b u la n c e  o ff ice rs  to e x h o rt o r  su p p re ss  e m o tio n s  a re  

s im ila r  to  th o se  u se d  b y  o th e r  h e a lth  p ro fe s s io n a ls . H o w ev e r, o ff ic e rs  d if fe r  w ith  re s p e c t 

to  th e  d e g re e  to  w h ic h  th e y  e n g a g e  in  a n x ie ty  m a n a g e m e n t in  s itu a tio n s  w h e re  p a tie n ts  

a re  o u t o f  c o n te x t. H o w  w e ll th e y  a c h ie v e  th is  is d e p en d e n t u p o n  e x p e r ie n c e , w o rk lo a d s , 

a b ility  to  d e v e lo p  ra p p o r t, u se  o f  e m o tio n a l p ro p s  (w h ich  m a y  in c lu d e  p e o p le  s u c h  as 

re la tiv e s  a n d  b y s ta n d e rs )  a n d  th e a b ility  to  fo c u s  q u ic k ly  d u rin g  h ig h  in te n s ity  w o rk .

In c re a s e d  le v e ls  o f  p ro fe s s io n a lis m  h as  m e an t th a t a  g e n e ra tio n a l g a p  h as  

e m e rg e d . O ld e r  o ff ic e rs  a re  c r itic a l o f  w h a t th e y  p e rc e iv e  as th e  d e v e lo p m e n t o f  a  

g e n e ra tio n  o f  te c h n ic a lly  c o m p e te n t b u t e m o tio n a lly  c h a lle n g e d  y o u n g e r  o ff ic e rs . 

H o w e v e r , p sy c h o lo g ic a l te s t in g  is n o w  p a rt o f  th e  re c ru itm e n t p ro c e ss , a n d  y o u n g e r
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o ff ic e rs  a re  n o w  re q u ire d  to  m e e t a  m u c h  w id e r  se t o f  c r i te r ia  th a n  w a s  th e  c a se  in  th e  

p a s t. In te rv ie w  d a ta  in d ic a te s  th a t y o u n g e r  o ff ic e rs  s ti l l  h a v e  to  le a rn  th e ir  e m o tio n a l 

s k ills  o n  th e  ro a d . Y o u n g e r  o ff ice rs  a re  n o  lo n g e r  ‘w e a n e d ’ in to  th e  jo b , b u t  a re  re q u ire d  

to  d is p la y  c o m p e te n c ie s  a t a  m u c h  e a r lie r  s ta g e  in  th e ir  ca ree rs . O ff ic e rs  w h o  

c o m m e n c e d  th e ir  a m b u la n c e  c a ree rs  as v o lu n te e rs  m a y  h a v e  le a rn t h o w  to  p e rfo rm  

e m o tio n a l  la b o u r  ‘o n  th e  j o b ’, b u t th e  h ig h  a ttr i t io n  ra te  m a y  h a v e  c o n tr ib u te d  m o re  to  

th e  h ig h e r  n u m b e rs  o f  o ff ic e rs  ‘h a v in g  th a t  so rt o f  p e r s o n a l i ty ’.

T h e  e m o tio n a l r ig o u rs  in v o lv e d  in  th e  p ro c e s s  o f  e m o tio n a l s w itc h in g  is w e ll 

re c o g n is e d  b y  s h o p f lo o r  s ta f f  an d  m a n y  O IC s, w h o  w o rk  w ith in  th e  c o n f in e s  o f  th e  

s y s te m  to  p ro v id e  o ff ic e rs  w ith  e m o tio n a l sp ac e  a n d  s u p p o r t fo r a d e q u a te  e m o tio n a l 

p ro c e s s  w o rk . T h e re  is so m e  e v id e n c e  th a t a tte n tio n  is  p a id  to  p ro b le m s  o f  u n d e rs tre s s e d  

o ff ic e rs , p a r tic u la r ly  o n e s  w h o  w o rk  in  re m o te  a re as . O ff ic e rs  a re  g iv e n  an  o p p o r tu n ity  

to  se rv e  in  b u s ie r  s ta tio n s  fro m  tim e  to  tim e . T h e s e  sw a p s  c an  a lso  w o rk  in  re v e rse . 

H o w e v e r , sp e e d -u p s  o c c u r  m a in ly  in u rb a n  a reas  an d  d e m o b ilis a t io n  fo r  o v e rs tre s s e d  

o ff ic e rs  is m u c h  m o re  d iff icu lt.

A f te r  o n e  h u n d re d  y e a rs  o f  o p e ra tio n , th e  Q A S  is y e t to  c o m e  to  te rm s  w ith  

p re p a r in g  o f f ic e rs  fo r  th e  m o s t fu n d a m e n ta l a sp e c t o f  a m b u la n c e  w o rk  - to  c a lm  an d  

re a ss u re . A t s h o p f lo o r  le v e l, e m o tio n a l la b o u r  m a y  b e  c o n s id e re d  th e  ‘b e s t to o l to  h a v e ’, 

b u t  th is  is n o t  re c o g n ise d  fo rm ally . T h is  te n d e n c y  is in te n s if ie d  th ro u g h  th e  la ck  o f  

fo rm a l re c o g n it io n  a ffo rd e d  e m o tio n a l la b o u r  as a  sk ill. T h is  o c c u rs  b e c a u s e  e m o tio n a l 

la b o u r  is  v ie w e d  a ‘n a tu ra l ’ sk ill. T h e  a b ili ty  to  p e rfo rm  w e ll e m o tio n a lly  is d u e  to 

e ith e r  a  in n a te  p e rs o n a lity  tra it  su ch  as n u tu ra n c e  o r  e m p a th y . B e c a u se  o f  its  n a tu ra l 

s ta tu s , it th e re fo re  c a n n o t b e  “ ta u g h t” as a  sk ill as p a r t o f  th e  tra in in g  c u rr ic u lu m . T h is  is
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d e sp ite  re c e n t re v is io n  o f  th e  c u rr ic u lu m  a n d  th is  te n d e n c y  h as  c o n tin u e d  th ro u g h  th e  

in tro d u c tio n  o f  th e  A d v a n c e d  C lin ic a l T ra in in g  C o u rse .

T h e  te rm  ‘h a r s h ’ c u ltu re  is o n e  th a t  c an  b e  a p p lie d  to  a  n u m b e r  o f  o rg a n is a t io n a l  

c o n te x ts . K u n d a  (1 9 9 2 )  a llu d e s  to  a  s im ila r  k in d  o f  h a rs h n e s s  w h e re  th e  d e m a n d s  o f  th e  

c o m p a n y  a re  su c h  th a t e m p lo y e e s  s u ffe r  e m o tio n a l a lie n a tio n  fro m  b o th  th e ir  fa m il ie s  

a n d  th e ir  co lfe ag u e s . In  o th e r  w o rd s , ‘d o in g  c u ltu re ’ in v o lv e s  th e  to ta l im m e rs io n  o f  th e  

s e l f  in  th e  w o rk p la c e  c u ltu re . H a rsh  c u ltu re  is m a n ife s te d  in  th e  le v e l o f  a t te n tio n  p a id  

b y  th e  o rg a n is a tio n  to  th e  n e e d  fo r  e m o tio n a l p ro c e ss  w o rk . In  a  h a rs h  c u ltu re , th e  

o rg a n is a t io n a l  m a n  is o n e  w h o  d o e s  n o t n e ed  to  e n g ag e  in  su ch  w o rk , b e c a u s e  h is  

e m o tio n a l n e e d s  a re  so tie d  to  th e  c o m p a n y  n e ed s  h e  d o es  n o t n e e d  to  c o n s id e r  a n y  

o u ts id e  in f lu e n c e . F la m  (1 9 9 3 )  i l lu s tra te s  th is  n ice ly . T h e  a c k n o w le d g e m e n t o f  th e  n e e d  

to  e n g a g e  in  e m o tio n a l p ro c e ss  w o rk  is v ie w e d  as a  s ig n  o f  e m o tio n a l w e a k n e ss , o r  la c k  

o f  c o m m itm e n t to  th e  c o m p a n y . T h e  m e ssa g e  is c le a r  - a d h e re n c e  to  th e  o rg a n is a t io n a l  

c u ltu ra l  e d ic ts  w ill k eep  o u tla w  e m o tio n s  in  ab ey a n c e . I f  o n e  is to e in g  th e  c o m p a n y  lin e , 

th e n  th e re  is n o  n e ed  fo r  e x tra  ‘w o rk ’ o n  th e  self.

R e lia n c e  o n  w o m e n ’s a n c il l ia ry  la b o u r, w h ic h  in c lu d e s  th e  fa c i l i ta t io n  o f  

e m o tio n a l p ro c e s s  w o rk , is  w e ll  d o c u m e n te d  h e re  a n d  e lse w h e re . H o w e v e r , o f f ic e rs  a re  

n o t  a  h o m o g e n o u s  d e m o g ra p h ic  g ro u p . M a n y  y o u n g e r  o ff ic e rs  a re  n o t m a rr ie d  o r  in  

p e rm a n e n t re la tio n s h ip s , in c re a s in g  n u m b e rs  o f  o ld e r  o ff ic e rs  a re  d iv o rc e d  o r  

e s ta b lis h in g  s e c o n d  fa m ilie s , an d  m a y  n o t b e  in  th e  p o s itio n  to  re ly  on  th e ir  s p o u se s , 

re la t iv e s  a n d  fr ie n d s  fo r  c o n s ta n t e m o tio n a l su p p o rt. W o m e n  a m b u la n c e  o f f ic e rs  m a y  

a lso  n o t  h a v e  a cc e ss  to  th e  sa m e  q u a li ty  o f  e m o tio n a l su p p o rt, a n d  m a y  e v e n  d o  a  

s e c o n d  e m o tio n a l sh if t a t h o m e  su p p o r tin g  th e ir  sp o u se s  an d  c h ild re n . W o m e n  m a y  e v e n  

b e  e x p e c te d  to  do  m o re  e m o tio n a l p ro c e s s in g  fo r th e ir  m a le  a m b u la n c e  p a r tn e rs .
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T h e re fo re , th e  Q A S  m a k e s  s w e e p in g  a ssu m p tio n s  a b o u t b o th  its  w o rk fo rc e  c o lle c tiv e  

p s y c h e  a n d  d e m o g ra p h ic s . I t  m a k e s  th e  a s su m p tio n  th a t a ll m a le  o ff ic e rs  w ill  h a v e  

s o m e o n e  a t h o m e  w h o  is  w il l in g  to  p ro v id e  th e  o ffs ta g e  e m o tio n a l su p p o rt. In  th e  c a se  

o f  fe m a le  o ff ic e rs , it a s s u m e s  th a t, b e in g  fe m a le , th e y  n e e d  less  s u p p o r t b e c a u s e  th e y  a re  

m o re  ‘in  to u c h ’ w ith  th e ir  e m o tio n s .

F o rm a l s tre s s  in te rv e n tio n  p ro g ra m s  su c h  as th e  o n e s  d is c u s s e d  in  c h a p te r  s ix  

h a v e  th e  e f fe c t o f  in d iv id u a lis in g  e m o tio n a l p ro c e ss  w o rk , and  e n c o u ra g in g  o ff ic e rs  to 

v ie w  th e ir  o w n  e m o tio n a l e x p e r ie n c e  as s o m e th in g  th a t is in n a te  o r  p a th o lo g ic a l. T h e s e  

p ro g ra m s  d o  n o t  e n c o u ra g e  th e  v ie w  th a t it is w ith in  th e  c u ltu ra l c o lle c t iv i t ie s  th a t 

p re v a ilin g  ‘e x p l ic i t ’ fo rm s  o f  e m o tio n a li ty  are  c rea ted , re p ro d u c e d  an d  s a n c tio n e d . I t is 

th ro u g h  th e se  c o lle c t iv i t ie s  th a t o f f ic e rs  le a m  w h a t th e  p re v a ilin g  e m o tio n a l c u ltu re  is, 

w h a t c o n s ti tu te s  a c c e p ta b le  fo rm s  o f  e m o tio n a l ex p re ss io n , an d  w h a t a re  c o n s id e re d  

d e v ia n t o r  o u tla w  e m o tio n s . O ff ic e rs  c o n tin u a lly  ‘d o ’ e m o tio n  b y  c o n s ta n tly  c h e c k in g  

th e ir  e m o tio n a l re s p o n s e  a g a in s t o th e rs  w ith  w h o m  th e y  h a v e  fre q u e n t c o n ta c t.

T h e s e  p ro g ra m s  a lso  h a v e  d if f ic u l ty  o p e ra tin g  e ffe c tiv e ly  w ith in  a n  e m o tio n a l 

c u ltu re  th a t is  c h a ra c te r is e d  b y  th e  im p lic it  e x p e c ta tio n  n o t to  tru s t, ta lk  a b o u t o r  fee l 

e m o tio n . C o u n s e llo r s  h a v e  b e e n  c r it ic is e d  by  p e e r  su p p o rt o ff ic e rs  b e c a u s e  th e y  do  n o t 

p a y  a tte n tio n  to  th e  re a li ty  o f  s h o p f lo o r  m a sc u lin ity . T h e re  is n o  d o u b t th a t s h if tw o rk  

a n d  th e  e n su in g  e ffe c ts  o f  la ck  o f  s le e p , p o o r  d ie t an d  d is ru p te d  c irc a d ia n  rh y th m s  w ill 

h a v e  so m e  e ffe c t o n  th e  a b ility  o f  o ff ic e rs  to p e rfo rm  at o p tim a l p h y s ic a l, m e n ta l  an d  

e m o tio n a l le v e ls . R e g a rd le s s  o f  h o w  m a n y  o ff ice rs  le a m  to m a n a g e  a  life s ty le  th a t 

in v o lv e s  s ig n if ic a n t a m o u n ts  o f  s h if tw o rk , th e  e ffec ts  o f  s tr ic t a d h e re n c e  to h a rs h  fe e lin g  

ru le s  n e ed  a lso  b e  a c k n o w le d g e d . T h e  m e ssa g e  th a t is c irc u la te d  a m o n g s t o f f ic e rs  a b o u t
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e x p re ss io n  o f  c e r ta in  e m o tio n s  as u n m a n ly  o r  u n p ro fe s s io n a l is o n e  th a t n e e d s  u rg e n t 

a tte n tio n  b y  m e n ta l  h e a lth  p ro fe s s io n a ls  w h o  w o rk  w ith  a m b u la n c e  o ff ice rs .

M a s s iv e  o rg a n is a tio n a l c h a n g e  h as  b e en  a  u b iq u ito u s  fe a tu re  o f  th e  c o rp o ra te  

la n d sc a p e  in  re c e n t  y e a rs  a n d  th e  e x p e r ie n c e  o f  th e  Q A S  h a s  n o t  b e e n  u n iq u e  in  th is  

re g a rd . M a n y  p u b lic  s e c to r  in s ti tu tio n s  lik e  th e  Q A S  h a v e  u n d e rg o n e  tre m e n d o u s  

u p h e a v a l in  th e  w a k e  o f  s tru c tu ra l a n d  c u ltu ra l re fo rm . T h e s e  in s ti tu tio n s  a re  n o w  

in c re a s in g ly  s u b je c t to  th e  sam e  lo g ic  th a t w as p re v io u s ly  sp e c if ic  o n ly  to  th e  p r iv a te  

sec to r . T h u s , w e  k n o w  re fe r  to  o rg a n isa tio n a l ra th e r  th a n  c o m m e rc ia l  lo g ic , fo r  th e  o n c e  

c le a r  d is t in c t io n  b e tw e e n  p u b lic  an d  p r iv a te  se c to r  is n o w  q u ite  b lu rre d .

A p a r t  f ro m  p u re ly  fisc a l re fo rm s  su ch  as acc ru a l a c c o u n tin g , o u ts o u rc in g  a n d  

a p p lic a tio n  o f  ra d ic a l l ib e ra l e c o n o m ic s , o th e r  ‘ra t io n a lis t’ re fo rm s  in c lu d e  th e  l in k a g e s  

b e tw e e n  p e r fo rm a n c e  a n d  p ro d u c tiv ity . T h e  e ffec ts  o f  th e se  ra t io n a lis t  id e a s  u p o n  

o p e ra tio n a l p o l ic y  w ith in  th e  Q A S  are  e v id e n c e d  b y  th e  in c re a s e  in  w o rk lo a d s , 

re d u c tio n  in  s t a f f  n u m b e rs  a t ‘q u ie t ’ s ta tio n s  an d  lin k in g  p e rfo rm a n c e  to  w a g e  r ise s  

th ro u g h  e n te rp r is e  b a rg a in in g . A lth o u g h  so m e  in d u s tr ia l a c tio n  su c h  as r a t io n a lis a t io n  o f  

ro s te rs  h a s  s lo w e d  th e  p a c e  o f  re fo rm  w ith in  th e  Q A S , re c e n t g lo b a l c h a n g e s  to  th e  

A u s tra lia n  in d u s tr ia l  re la tio n s  sy s te m  in d ic a te  th e  l ik e lih o o d  o f  lo s in g  ‘e x tr a ’c o n d itio n s  

s u c h  as o v e r t im e  p a y m e n ts , p a re n ta l le av e  and  fu ll a cc e ss  to w o rk e rs  c o m p e n sa tio n .

It is  th e  lo ss  o f  th e s e  ‘e x tra s ’ such  as access  to  w o rk e rs  c o m p e n s a tio n  d u e  to  

w o rk - re la te d  s tre s s  th a t w il l  im p in g e  u p o n  a m b u la n ce  o ff ic e rs  m o re  so  th a n  w o rk e rs . 

T h e  o n u s  o f  p r o o f  is n o w  p la c e d  u p o n  o ffice rs  th e m se lv e s  to p ro v e  th a t w o rk  w a s  th e  

so le  c a u se  o f  th e ir  s tre ss . T h is  w ill u n d o u b te d ly  lim it th e  n u m b e r  o f  s tre ss  re la te d  c la im s  

m a d e  b y  Q A S  o ff ic e rs , a n d  h e n ce  re su lt in  a  d ec rea se  in  o f f ic ia lly  re c o rd e d  ra te  o f  s tre ss  

in  th e  p u b lic  se c to r .
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A t th e  o u ts e t o f  th is  s tu d y , th e  Q A S e x p e c te d  a  s tu d y  o f  th e  e m o tio n a l 

in te ra c t io n  b e tw e e n  o f f ic e rs  a n d  p a tie n ts . W h ile  it w o u ld  b e  u n fa ir  to  s ta te  th a t  th e  Q A S  

d id  n o t w a n t a  s tu d y  o f  ‘m a n a g e m e n t’, th e y  n e v e r th e le s s  e x p re sse d  c o n c e rn  a b o u t th e  

e x tra p o la t io n  o f  a n y  f in d in g s . T h e  s e n io r  m a n a g e rs  w ith  w h o m  I h a d  in it ia l  d is c u s s io n s  

w e re  a ll e x c e e d in g ly  b lu n t  in  th e ir  a sse ssm e n ts  o f  Q A S  e m o tio n a l c u ltu re  - f irs t, th a t is 

w a s  h a rsh , s e c o n d , th a t  o ff ic e rs  w o u ld  b e  v e ry  s u sp ic io u s  o f  a n y  re s e a rc h  p ro je c t in  

w h ic h  e m o tio n  w a s  a  c e n tra l  th em e , an d  th ird , th a t m y  v e ry  p re s e n c e  w o u ld  c o n tr ib u te  

to w a rd s  a  c h a n g e  in  th e  c u ltu re . A  fo u rth  p o in t so m e  m a d e  w a s  th a t  m o s t o ff ic e rs  

p o s se s s e d  n a tu ra l  n u r tu r in g  a b ilitie s .

A f te r  m a n y  m o n th s  in  fie ld , I co n c lu d e d  th a t th a t th e ir  f ir s t a s s u m p tio n  o f  th e ir  

o w n  c u ltu re  w a s  th e  o n ly  o n e  su p p o rte d  b y  m y  q u a lita tiv e  da ta . I t  is c o rre c t th a t se v e ra l 

o ff ic e rs  w e re  lo a th e  to p a r tic ip a te  in  a  s tu d y  th a t fo c u se d  o n  e m o tio n . H o w e v e r , g iv e n  

th a t  th e  Q A S  w a s  in  a  s ta te  o f  o rg a n isa tio n a l flux  d u rin g  th e  e a r ly  p a r t o f  m y  re se a rc h , 

m a n y  o f f ic e rs  w e re  s u sp ic io u s  o f  a n y th in g  n e w  o r  u n u su a l. A t th a t s ta g e , re se a rc h  o n  

a m b u la n c e  p ra c t ic e  w a s  a  re la tiv e ly  n e w  p h e m o n e n o n  w ith in  th e  Q A S . T h e  v a s t 

m a jo r i ty  o f  o n - ro a d  o ff ic e rs  a n d  a s ig n if ic a n t p ro p o r tio n  o f  tra in in g  s ta f f  h a d  lo w  le v e ls  

o f  k n o w le d g e  a b o u t h o w  a n d  w h y  a ca d e m ic  re sea rc h , e sp e c ia lly  so c io lo g ic a l re se a rc h , is 

c o n d u c te d . A p a r t  f ro m  o n e  y o u n g  o ff ic e r  w h o  in fo rm e d  m e  o f  h is  v e ry  s tro n g  v ie w s  

a b o u t th e  w a s te fu ln e s s  o f  su c h  re sea rc h , a ll o th e r  o ff ic e rs  w ith  w h o m  I s p o k e  a b o u t m y  

re s e a rc h  w e re  o p e n -m in d e d  an d  w ill in g  to  lis ten . A t le a s t tw o  o ff ic e rs  w e re  p la n n in g  to  

ta k e  u p  fu tu re  s tu d ie s  in  so c io lo g y .

O n e  o f  th e  d if f ic u ltie s  in  c o n d u c tin g  an e th n o g ra p h ic  s tu d y  in  th is  in s ta n c e  w a s  

th a t I w a s  c o n s ta n t ly  e x p la in in g  th e  re a so n  for m y  p re sen c e . I h a v e  e x p la in e d  th is  fu r th e r  

in  th e s e c tio n  o n  e n te r in g  th e  fie ld  in m y  m e th o d o lo g ic a l a p p e n d ix . W h ile  I a im e d  fo r  a
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c o n s is te n t e x p la n a tio n , th e re  w e re  tim e s  w h e n  th e  s itu a tio n  d e m a n d e d  a  d e ta i le d  

e x p la n a tio n  o f  w h a t s o c io lo g is ts  d id . M o s t o ff ic e rs  d id n ’t d if fe re n tia te  b e tw e e n  

p s y c h o lo g y  a n d  so c io lo g y . M a n y  in it ia lly  a ssu m e d  I w a s  a  c o u n s e llo r  o r  s o c ia l  w o rk e r. 

S o m e  th o u g h t I w a s  an  a n th ro p o lo g is t  a n d  w e re  c u rio u s  to k n o w  w h y  I w a s  s tu d y in g  

th e m  a n d  n o t in d ig e n o u s  p e o p le . O th e rs  b e lie v e d  I w a s  w o rk in g  fo r  th e  Q A S  c o n d u c tin g  

so m e  k in d  o f  c u ltu ra l a u d it  fo r m a n a g e m e n t. A t le a s t tw o  o ff ic e rs  w e re  a d a m a n t I w a s  a  

‘s p y ’. T h e re fo re , th e re  w e re  tim e s  w h e n  it w as  d iff ic u lt to  g e t a c ro ss  to o ff ic e rs  th e  re a l 

a im  o f  m y  re se a rc h . A s  m e n tio n e d  in  p re v io u s  c h a p te rs , w h e n  I m e n tio n e d  th e  w o rd  

‘e m o tio n ’, m a n y  o ff ic e rs  im m e d ia te ly  la u n ch e d  in to  a  d is c u s s io n  a b o u t s tre ss , 

p a r tic u la r ly  th a t  c a u se d  b y  o rg a n is a tio n a l ch an g e .

T h e  s o m e tim e s  d a rk  a n d  se a m y  u n d e rb e lly  n a rra tiv e  th a t e m e rg e s  in  s tu d ie s  o f  

th is  k in d  in c lu d e  ‘ta b lo id ’ s to rie s  o f  su ic id e s , o f  d iv o rc e s  a ttr ib u te d  to  w o rk , an d  o f  

f r ig h te n in g  c a se s  o f  p o s t- tra u m a tic  s tre ss  d iso rd e r, an d  th is  c re a te d  s o m e th in g  o f  an  

e th ic a l d ile m m a . M a n y  o f  th e  v ic tim s  in  th e  ‘s h o c k ’ s to rie s  th a t w e re  to ld  to m e  w e re  

e a s ily  id e n tif ia b le  as o th e r  Q A S  o ff ice rs . In  th is  w a y , th e  o ff ic e rs  w e re  to o  tru s tin g , 

b e lie v in g  th a t  I w o u ld  p ro te c t  th e ir  id e n titie s  an d  th e ir  d ig n ity . T h is  I h a v e  d o n e , b u t  n o t 

w ith o u t a  c o s t. M a n y  an  e x c e lle n t b u t e th ic a lly  q u e s tio n a b le  q u o te  o r  f ie ld w o rk  n o te  w a s  

le ft in  th e ir  re s p e c tiv e  c o m p u te r  d o c u m e n ts  w ith  o n ly  m e  a n d  a  p a s s w o rd  b e tw e e n  th e m . 

In  su rv e y  re s e a rc h  o n e  is  o f te n  le ft w o n d e r in g  h o w  re sp o n se s  fro m  th e  n o n -re s p o n d e n ts  

w o u ld  h a v e  e f fe c te d  th e  f in a l an a ly s is . S im ila r ly , e th n o g ra p h ie s  a re  s a n it is e d  d o c u m e n ts  

th a t o f te n  p ro v id e  o n ly  a  sn ap  sh o t o f  th e  c u ltu re  th a t th e y  p ro p o se  to  re p re se n t. 

C o n v e rse ly , th e  o p p o r tu n ity  to  c h ec k  th e  v a lid ity  o f  in fo rm a n ts ’ ‘r e a l i s t ’ a c c o u n ts  d o e s  

n o t a lw a y s  p re s e n t  i t s e l f  w ith in  th e  a v a ila b le  tim e fram e . In  te rm s  o f  fu tu re  s tu d ie s  o f  

Q A S  c u ltu re , a  lo n g itu d in a l a p p ro a ch  w o u ld  b e s t se rv e  th is  n eed . A lth o u g h , su c h  an
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a p p ro a c h  w a s  n o t  p o s s ib le  in  th is  in s ta n c e , it w o u ld  b e  b es t to e m p lo y  a  v a r ie ty  o f  

a p p ro a c h e s  so  as to  c a p tu re  e m e rg in g  p a tte rn s . T h is  w o u ld  b e  th e  b e s t w a y  o f  tra c k in g  

th e  e m o tio n s  o f  a n g er, re se n tm e n t a n d  fe a r  le ft re s id u a l fro m  o rg a n isa tio n a l u p h e a v a l 

a n d  c h a n g e s  to  e n tre n c h e d  o rg a n is a tio n a l p a tte rn s .

W ith  th e  fu ll c o o p e ra tio n  o f  m a n a g e m e n t, a  d ia ry  a p p ro a c h  w o u ld  h a v e  a lso  

b e e n  an  e f fe c t iv e  m e th o d  o f  tra c k in g  c h a n g e s  in  e m o tio n a l cu ltu re . I re c o rd e d  o n ly  o n e  

in s ta n c e  w h e re  th e  e m o tio n a l to n e  o f  a  s ta tio n  c h a n g e d  (fo r th e  b e tte r)  o v e r  a  tw e lv e  

m o n th  p e r io d . T h is  w a s  d u e  to  the o ff ic e rs  fee lin g  as  th o u g h  th e y  h a d  re g a in e d  so m e  

le v e l o f  a u to n o m y  o v e r  th e ir  w o rk , a n d  w h e n  th e  is su e  o f  jo b  sec u rity , p a r tic u la r ly  at 

m a n a g e m e n t le v e l, w a s  re so lv e d  in  fa v o u r  o f  th e  o n  ro a d  o ff ic e rs  a t th a t p a r tic u la r  

s ta tio n .

W o m e n  h a v e  b e e n  w o rk in g  as o n  ro ad  o ff ic e rs  w ith in  th e  Q A S  n o w  fo r  

a p p ro x im a te ly  tw e lv e  y ea rs . D u rin g  th e  p a s t fiv e  y ea rs , th e  im p le m e n ta tio n  o f  

a ff irm a tiv e  a c tio n  a n d  e q u a l e m p lo y m e n t o p p o rtu n ity  p o lic ie s  h a s  c o n tr ib u te d  to  

in c re a s in g  n u m b e rs  o f  y o u n g e r  w o m e n  e n te r in g  th e  Q A S  as s tu d e n t a m b u la n c e  o ff ice rs . 

W h ile  m o s t o ff ic e rs  b e l ie v e d  th a t w o m e n  o ffice rs  w o u ld  b e c o m e  ‘m a s c u lin is e d ’, m y  

t im e  sp e n t w ith  a t le a s t n in e  w o m e n  o ff ic e rs  o n  th e  ro a d  in d ic a te s  th a t th is  m a y  n o t b e  

th e  case . W o m e n  in  th e  Q A S  still h a v e  to  c o n te n d  w ith  c o n v e n tio n a l a s s u m p tio n s  ab o u t 

th e ir  p h y s ic a l  a n d  e m o tio n a l su ita b ili ty  fo r  a m b u la n ce  w o rk . N o t s u rp r is in g ly , th e  m o s t 

re s is ta n c e  to  w o m e n  w o rk in g  in  ty p ic a lly  m a sc u lin e  s itu a tio n s  su ch  as n ig h t  sh if ts  in  

u rb a n  a re as  c a m e  fro m  m a le  o ff ice rs  w h o  w e re  ex -n u rses .

A s m e n tio n e d  in  th e  m e th o d o lo g ic a l a p p en d ix , I e x p e r ie n c e d  e x tre m e  d iff ic u lty  

in  g e ttin g  w o m e n  to  ag re e  to b e  in te rv ie w ed . I c o n c lu d e  th a t th is  is b e c a u se  o f  th e  sm all
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n u m b e r  o f  w o m e n  w ith  w h o m  I c a m e  in to  co n tac t, a n d  b e c a u se  m a n y  o f  th e m  h a d  

e x tre m e ly  b u s y  liv e s  o u ts id e  th e  Q A S , a n d  c o u ld  n o t sp a re  th e  tim e .

A lth o u g h  m a n y  w o m e n  e th n o g ra p h e rs  h a v e  c ite d  g e n d e r  as a  b a r r ie r  in  

f ie ld w o rk , th is  is  o n e  in s ta n c e  w h e re  th is  w a s  n o t th e  case . A t n o  s ta g e  d id  I fe e l as 

th o u g h  b e in g  a  w o m a n  w a s  an  im p e d im e n t. O ffice rs  w e re  a c c u s to m e d  to  fe m a le  

o b se rv e rs . H o w e v e r , I fe e l as th o u g h  th e  s itu a tio n  m a y  h a v e  b e e n  d if fe re n t i f  I  w a s  fu lly  

im m e rs e d  in  th e  f ie ld  as a n  h o n o ra ry . In  fac t, m y  c iv ilia n  s ta tu s  w a s  m o re  o f  a  p ro b le m  

th a n  m y  g e n d e r .

S tu d y in g  e m o tio n a l c u ltu re  w ith in  an  o rg a n isa tio n  m e a n s  th a t o n e  n e e d s  to  g e t 

in s id e  th e  p s y c h e  o f  g ro u p s , c liq u e s  a n d  su b -c u ltu re s . A lth o u g h  I e x p e r ie n c e d  s o m e th in g  

o f  th e  p h y s ic a l a n d  e m o tio n a l  d e m a n d s  p la c e d  u p o n  an  o ff ic e r  in  th e  c o u rs e  o f  a  

w o rk in g  d a y  th ro u g h  o b s e rv a tio n , I a lso  a c k n o w le d g e  th e  lim ita tio n s  o f  f ie ld  re se a rc h . 

M y r ia d  a p p ro a c h e s  c o u ld  b e  u sed  to e x p lo re  th e m a n y  a sp e c ts  o f  ‘d e e p ’ e m o tio n a l 

c u ltu re  (e .g . c u s to m e r  s a tis fa c tio n  su rv e y s , th e  u se  o f  v id e o  a n d  a u d io ta p in g  a n d  

e th n o m e th o d o lo g ic a l  a p p ro a c h e s  su c h  as c o n v e rsa tio n  a n a ly s is ) .

T h e o r e t i c a l  c o n s i d e r a t i o n s

T h e  m a in  f in d in g s  h e re  re in fo rc e  th e  im p o r ta n c e  o f  lo c a tin g  th is  s tu d y  w ith in  a  

s o c ia l  c o n s tru c tio n is t  fra m e w o rk . T h e  d e b a te  a b o u t th e  v a lu e s  o f  a  s tro n g  o r  w e a k  

a p p ro a c h  a s id e , su c h  an  a p p ro a c h  p ro v id e s  free d o m  to  fo c u s  th e  l in k s  b e tw e e n  

e x p e r ie n c in g  e m o tio n  a n d  ‘d o in g ’ c u ltu re . In  th is  case , th is  a p p ro a c h  h as  a s s is te d  in  

re v e a lin g  th e  im p o r ta n c e  o f  s h o p f lo o r  m a sc u lin ity  in  th e  c o n s tru c tio n  o f  o rg a n is a t io n a l  

e m o tio n a lity . T h is  a p p ro a c h  a lso  m a k e s  th e  p o litic a l p ro je c t  o f  tra n s fo rm in g  

o rg a n is a tio n a l e m o tio n a li ty  th ro u g h  th e  tra n s fo rm a tio n  o f  g e n d e r  re la tio n s , in th is  c a se ,
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in tr a -g e n d e r  re la tio n s . T h e  s tu d y  o f  o rg a n isa tio n a l e m o tio n a lity  is  o n e  w a y  e lu c id a te  

h o w  in tra -g e n d e r  re la t io n s  a re  c o n f ig u re d  w ith in  s p e c if ic  o rg a n is a tio n  g e n d e r  re g im e s . 

T h is  is  m o s t a p p lic a b le  to  th e  s tu d y  o f  g e n d e r  re la tio n s  w ith in  th e  w o rk p la c e .

T h e  p s y c h o a n a ly tic  a p p ro a c h  to  o rg a n isa tio n s  h a s  a lso  sh e d  lig h t o n  th e  d a rk e r  

e le m e n ts  o f  Q A S  c u ltu re . W h ile  th e  a s su m p tio n  o f  th e  e x is te n c e  o f  g o o d  a n d  b a d  

e m o tio n a l c u ltu re s  m a y  b e  d u b io u s  (a lth o u g h  F la m ’s w o rk  p ro v id e s  e n o u g h  e v id e n c e  to  

w a rra n t  th is  a s s u m p tio n ) , D ia m o n d ’s th re e  s tag e s  o f  o rg a n is a tio n a l d e v e lo p m e n t is  a  

u s e fu l s c h e m a  w ith  w h ic h  to  g a u g e  th e  e m o tio n a l fu n c tio n a lity  o f  an  o rg a n is a tio n . It 

w a s  c e r ta in ly  u s e fu l in  d e te rm in in g  th a t th e  Q A S w as, a t th e  tim e  o f  w r itin g , lo c k e d  in to  

a  p a ra ta x ic  s ta g e  w h e re  th e  p s y c h o d y n a m ic s  o f  ‘u s  a n d  th e m ’ w e re  c u rre n t. H o w e v e r , 

th e  lim ita tio n s  o f  th is  a p p ro a c h  are  s im ila r  to th e  in te g ra tio n is t  a p p ro a c h  in  w h ic h  th e  

c o n c e p t o f  s tro n g  c u ltu re  is lo ca ted . O b v io u s ly , m o s t o ff ic e rs  a re  n o t lo c k e d  in to  a  

p a ra ta x ic  d y n a m ic  w ith  p a tie n ts , n o r  to  a  c e r ta in  e x ten t, w ith  m a n y  o f  th e ir  p e e rs . T h e  

c o m b in a tio n  o f  p s y c h o d y n a m ic  a p p ro a c h  an d  lo n g itu d in a l m e th o d s  w o u ld  a ss is t  in  

tra c k in g  c h a n g e  in  o rg a n is a tio n a l e m o tio n a lity  o v e r  a  p e r io d  o f  tim e . T h is  w o u ld  be  

p re fe ra b le  to  a  ‘sn a p  s h o t’ o r  ‘c u ltu ra l a u d i t ’ a p p ro a c h  w h e re  h ig h  le v e ls  o f  a m b ig u ity  

a re  d if f ic u l t  to  v e r ify  w ith o u t  th e  n a rra tiv e  a cc o u n ts  th a t  h a v e  o c c u r re d  p re v io u s  to  th e  

s tu d y .

T h e  G o ffm a n e s q u e  ‘a m b u la n c e  w o rk  as th e a tre ’ o r  d ra m a tu rg ic a l a p p ro a c h  

a s s is te d  in  c o n s tru in g  th e  c o n tra d ic to ry  an d  s o m e tim e s  b iz a r re  e le m e n ts  o f  th e  

c o n n e c tio n s  b e tw e e n  m e n  as p u b lic  c a re rs  and  e m o tio n a l la b o u re rs  in  th e  fro n ts ta g e  

a re n a  a n d  g a te k e e p e rs  o f  h e g e m o n ic a lly  m a sc u lin e  p ra c tic e  in  b a c k s ta g e  a re n a s . W h ile  

th is  s tu d y  h a s  n o t  e x p lo re d  th e  o ff -s ta g e  a ren a  to an y  g re a t e x te n t, it is s u g g e s te d  th a t 

th is  is o n e  a re n a  w h e re  e m o tio n a lity  a m b ig u ity  is at a p re m iu m .
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O rg a n is a t io n a l  th e o ry  is a lre a d y  b e in g  in f lu e n c e d  b y  th e  n e w ly  d e v e lo p e d  

e m o tio n a l in te l l ig e n c e  m o v e m e n t. T h e  c o n c e p t o f  e m o tio n a l in te ll ig e n c e  w ill  n o  d o u b t 

g a m e r  a  n e w  w a v e  o f  m e a su re m e n t in s tru m e n ts  a n d  b a tte r ie s  o f  te s ts  th a t w ill  u se d  in  

re c ru itm e n t a n d  p e rfo rm a n c e  a p p ra isa l p ro c e d u re s . T o  a  c e r ta in  e x te n t, th is  tre n d  is n o t 

n e w . O rg a n is a tio n a l p sy c h o lo g is ts  h a v e  b e en  g a u g in g  th e  e m o tio n a l s u i ta b ili ty  o f  

e m p lo y e e s  th ro u g h  te s t in g  s in ce  M ay o . S im ila r ly , m a n y  e m p lo y e e s  h a v e  b e e n  

in c u lc a te d  w ith  e m o tio n a l c o n tro l te c h n iq u e s  th ro u g h  h u m a n  re la tio n s  tra in in g . T h e  

m o s t  re c e n t e m o tio n a l c o n tro l ‘d is c o v e ry ’ is N L P  (n e u ro lin g u is tic  p ro g ra m m in g )  w h ic h  

h a s  b e e n  u s e d  b y  s o c ia l  w o rk e rs  and  p sy c h o th e ra p is ts  s in ce  th e  e a r ly  1980s.

A s  m a jo r  g lo b a l c o rp o ra tio n s  a p p ro p ria te  th e  p s y c h o lo g ic a l c o u n se llin g  

te c h n iq u e s  as m e a n s  o f  p ro d u c in g  a n d  m a in ta in in g  a  m o re  p ro d u c tiv e  a n d  e ff ic ie n t 

w o rk fo rc e , th e se  c u ltu ra l in n o v a tio n s  w ill b e c o m e  th e  n o rm  fo r m a n y  o th e r  w o rk p la c e s . 

T h is  h a s  b e e n  e x a c e rb a te d  b y  th e  c o n c u rre n t d e v e lo p m e n t o f  th e  ‘n e w  a g e ’ se lf-h e lp  

m o v e m e n t w h ic h  e m p h a s is e s  a  s tro n g  sen se  o f  in d iv id u a lity  th ro u g h  se e k in g  sp ir itu a l 

e n lig h te n m e n t. B u t th is  tre n d  to w a rd s  e q u ip p in g  e m p lo y e e s  to  b e  e x p e r t m a n a g e rs  o f  th e  

s e l f  a n d  h e n c e  s tre s s - f i t  em p lo y e es  is n o t th e  o n ly  a re n a  w h e re  th e  s tu d y  o f  

o rg a n is a t io n a l  e m o tio n a li ty  w ill be im p o r ta n t in  th e  fu tu re .

W h e r e  t o  f r o m  h e r e ?

A s  th e  ‘e n d  o f  th e  j o b ’ e ra  a p p ro a c h e s  an d  n e w  c h a n g e  m a n a g e m e n t s tra te g ie s  a re  

d e v e lo p e d , a  m y ria d  o f  s tre ss  d isc o u rse s  a re  d e v e lo p in g . I t is  n o w  b e c o m in g  m o re  

a c c e p ta b le  to  d if fe re n tia te  b e tw e e n  d e se rv in g  a n d  u n d e se rv in g  s tre ss . A s  th e  w o rk fo rc e  

b e c o m e s  in c re a s in g ly  p o la r is e d  b e tw e e n  th o se  w h o  a re  o v e rw o rk e d  an d  th o se  w h o  are 

s e e k in g  m o re  w o rk , s tre ss  is v iew ed  in a  n ew  lig h t. W h ile  o rg a n is a tio n s  m a y  o u tla y  a
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c o n s id e ra b le  a m o u n t o f  re so u rc e s  in te ac h in g  e m p lo y e e s  to c o n tro l s tre ss  and  e m o tio n  in 

th e  fa c e  o f  m a ss iv e  an d  c o n tin u in g  c h an g e , a c e r ta in  level o f  le g itim a c y  is  b e in g  

a ffo rd e d  s tre ss  in d u c e d  d e p re ss io n  and  a n x ie ty  th a t re s u lts  from  b re a th ta k in g ly  s w if t b u t 

o f te n  b ru ta l  c h a n g e  m a n a g e m e n t s tra teg ie s , su ch  as b u s in e s s  p ro c e s s  e n g in e e r in g , an d  

th e  d o w n s iz in g , o u ts o u rc in g  a n d  d isa p p e a ra n c e  o f  w h o le  in d u s tr ie s . F u tu re  s tu d ie s  o f  

e m o tio n  in  th e  w o rk p la c e  w ill n e e d  to  ta k e  in to  a c c o u n t th a t th e  ra p id  d e v e lo p m e n t o f  

w h o le  n e w  in d u s tr ie s , jo b s  an d  o rg a n isa tio n a l s tru c tu re s  th a t a re  d if f ic u l t  to  s tu d y  w ith in  

tra d itio n a l o rg a n is a tio n a l th e o re tic a l fram e w o rk s .

In  a d d itio n  to  th is , th e  fe m in isa tio n  o f  th e  w o rk fo rc e  h a s  p ro v id e d  a n d  w ill 

c o n tin u e  to  p ro v id e  fe rtile  g ro u n d  fo r th e  d e v e lo p m e n t o f  o rg a n is a tio n a l th e o rie s  th a t 

in c o rp o ra te  g e n d e r  and  em o tio n . In  p a r tic u la r , th e  r ise  o f  w o m e n  in to  th e  ra n k s  o f  s e n io r  

m a n a g e m e n t, a lth o u g h  s lo w , is a p h e n o m e n o n  th a t w ill c h a lle n g e  c o n v e n tio n a l id e a s  

ab o u t th e  n a tu re  o f  e m o tio n a l e x p re ss io n . T h e re  a re  a lre a d y  m y th o lo g ie s  d e v e lo p in g  

a b o u t h o w  w o m e n  b r in g  ‘so f te r ’ an d  ‘k in d e r ’ q u a litie s  to  th e  art o f  m a n a g e m e n t. A s  th e  

p o o l o f  w o m e n  w h o  h a v e  m a d e  it in to  th e  ra n k s  o f  u p p e r  m a n a g e m e n t is  s till  to o  sm a ll, 

it is p re m a tu re  to  m a k e  an y  v a lid  a s su m p tio n s  a b o u t h o w  w o m e n  w ill  ‘c h a n g e ’ th e  w a y  

o rg a n is a tio n s  re p ro d u c e  th e m se lv e s  e m o tio n a lly .

T h e  s tu d y  o f  in c re a s in g  ro u tin is a tio n  o f  in te ra c t iv e  s e rv ic e  w o rk , p a r t ic u la r ly  th e  

e m o tio n a l la b o u r  c o m p o n e n t, is  s till in  an  e m b y ro n ic  fo rm . O n c e  a g a in , a  lo n g titu d in a l 

a p p ro a c h  w ill b e  v ita l  in  tra c k in g  h o w  th e  “ M c D o n a ld ’s” g e n e ra tio n  o f  w o rk e rs  c o p e  

w ith  th e  r ig o u rs  o f  ro u tin is e d  e m o tio n a l la b o u r  o v e r tim e . A s  th e se  w o rk e rs  c o m p le te  

th e ir  fo rm a l e d u c a tio n  a n d  m o v e  in to  o th e r  in d u s tr ie s , it w il l  a lso  b e  im p o r ta n t  to  fo llo w  

th ro u g h  h o w  th is  g e n e ra tio n  o f  w o rk e rs  in f lu e n c e  th e  o rg a n is a tio n a l e m o tio n a lit ie s  

w ith in  o th e r  s e c to rs  in  th e  n e x t few  y e a rs . M a n y  o f  th e s e  w o rk e rs  h a v e  s ta r te d  th e ir



w o rk in g  life  w ith  an  e x p e c ta tio n  th a t in v a s iv e  form s o f  s u rv e illa n c e  a re  th e  n o rm . A s 

w e ll, i t  w ill  b e  in te re s t in g  to  d is c o v e r  h o w  th ese  w o rk e rs , fo r  w h o m  th e  o rg a n is a t io n a l  

‘s c r ip t’ is a ll im p o r ta n t, w il l  m a n a g e  o th e r  em o tio n a l la b o u re rs  in  th e  fu tu re .

T h e re fo re , it  c a n  b e  sa fe ly  a s su m e d  th a t the d e m a n d  fo r th e  e m o tio n a lly  sk ille d  

o r  ‘in ta c t’ w o rk e r  w ill  c o n tin u e  to  in c re a se . A t p re sen t, c h an g e s  to  h o w  p e o p le  d o  th e ir  

w o rk  is  p re s e n tin g  a ll k in d s  o f  ch a lle n g e s  to  h o w  p e o p le  m a n a g e  th e ir  e m o tio n s  o n  th e  

jo b . T h e se  c h a n g e s  h a v e  n o t  o n ly  o c c u rre d  in  the in te ra c tiv e  s e rv ic e  s e c to r , b u t  h a v e  c u t 

a c ro ss  all s e c to rs . T h e  in tro d u c tio n  o f  se lf -d ire c ted  te am s, th e  r ise  o f  th e  m o b ile  o ff ice , 

a n d  th e  e m o tio n a l  im m e d ia c y  o f  v id e o -c o n fe re n c in g  an d  e -m a il a ll c h a lle n g e  th e  

tra d itio n a l n o tio n  o f  th e  n e e d  fo r e m o tio n a l space in th e  w o rk p la c e . T h e s e  c h a n g e s  w ill 

a ll im p a c t u p o n  th e  w a y s  in  w h ic h  p e o p le  m an ag e  th e ir  e m o tio n s  in  a  w o r ld  w h e re  

s a te llite  te c h n o lo g y  e n su re s  th a t a n y w h e re  on  the p la n e t c an  be, an d  is, a  w o rk p la c e .
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A P P E N D IX  1

R E S E A R C H  S IT E

T h e  d e c is io n  to  c h o o se  th e  Q u e e n s la n d  A m b u la n c e  S e rv ic e  as a  re s e a rc h  s ite  w a s  

b a s e d  u p o n  th e  fo llo w in g  c rite ria :

1. A  jo b  w h e re  e m o tio n a l la b o u r  w a s  p e rfo rm e d  w h e re  tw o  o f  th e  th re e  c o m p o n e n ts  

H o c h s c h ild  c ite d  w e re  a p p lic a b le  (see  S m ith , 19 89 , 1991 ).

2 . A n  in te ra c tiv e  s e n d e e  o c c u p a tio n .

3. A  jo b  th a t h a d  little  o r  n o  s ta tu s  sh ie ld

4 . S e m i-p ro fe s s io n a l/n o n -p ro fe s s io n a l s ta tu s

5. Male-dominated profession

6. A  jo b  w h e re  it w a s  a ssu m e d  th a t e m o tio n a l la b o u r  w a s  c ru c ia l  to  p e r fo rm a n c e

o u tc o m e s .

A  n u m b e r  o f  o c c u p a tio n s  w e re  c o n s id e re d  a n d  e v a lu a te d  a g a in s t  th e  set c r ite r ia . 

A m b u la n c e  w o rk  a p p e a re d  to  b e  th e  o n ly  o c c u p a tio n  th a t m e t m o s t  o f  th e  se t c r ite r ia . 

A m b u la n c e  o ff ic e rs  a lso  fo rm  a d is c re te  g ro u p  in  th a t th e y  c an  o n ly  w o rk  w ith in  th e  p u b l ic  

s e c to r  w ith in  A u s tra lia .

S e v e ra l e th n o g ra p h ic  s tu d ie s  o f  a m b u la n c e  o ff ic e rs  h a v e  b e e n  c o n d u c te d  w ith in  th e  

U .S . (M e tz , 198 1; M a n o n , 1983 , 19 9 1 ; P a lm e r, 198 3), a n d  th e se  s tu d ie s  p ro v id e d  g u id a n c e  in  

te rm s  o f  d e te rm in in g  th e  re s e a rc h  d e s ig n  o f  th e  s tu d y . A ll  o f  th e se  s tu d ie s  c o n c e n tra te d  o n  th e  

b ro a d e r  w o rk  ro le  o f  th e  a m b u la n c e  o ffic e r, a n d  d id  n o t fo c u s  e x c lu s iv e ly  o n  th e  c u ltu ra l
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a sp e c ts  o f  a m b u la n c e  w o rk . H o w e v e r , th e se  s tu d ie s  d id  p ro v id e  v a lu a b le  d e sc r ip tio n s  o f  

c u ltu ra l a n d  s tru c tu ra l e le m e n ts  o f  a m b u la n c e  o rg a n isa tio n s . I t sh o u ld  b e  n o te d  th a t o n ly  

P a lm e r  (1 9 8 3 )  re fe rs  to  e m o tio n s  in  a n y  d e p th . N o n e  o f  th e se  s tu d ie s  c o n s id e re d  th e  in f lu e n c e  

o f  m a s c u lin i ty  o r  th e  p a ra -m il i ta ry  a sp e c ts  o f  a m b u la n c e  w o rk .

T h e s e  s tu d ie s , h o w e v e r , w e re  u s e fu l in  i l lu m in a tin g  th e  g a p s  in  re se a rc h . A p a r t  fro m  

k n o w le d g e  g le a n e d  fro m  e th n o g ra p h ie s  a n d  tra d e  lite ra tu re , p r io r  to  e n te r in g  th e  fie ld , I 

p e rs o n a lly  k n e w  li t t le  o f  a m b u la n c e  o f f ic e r s ’ w o rk . M y  p re v io u s  c o n ta c t w ith  a m b u la n c e  

o ff ic e rs  h a d  b e e n  e i th e r  th ro u g h  w o rk  o r  c a r in g  fo r s ic k  re la tiv e s . M o s t  o f  m y  c o n ta c t o c c u r re d  

d u r in g  19 8 6  to  198 9  w h e n  I w a s  e m p lo y e d  as a  su p p o rt w o rk e r  in  an  o rg a n is a t io n  th a t 

p ro v id e d  m e d iu m  te rm  h o u s in g  fo r  y o u n g  p e o p le  w ith  a  m e n ta l illn e ss . O n  se v e ra l o c c a s io n s , 

I h a d  c a u se  to  c a ll a n  a m b u la n c e  fo r  re s id e n ts  su ffe rin g  fro m  n o n -p s y c h ia tr ic  c o n d itio n s  su ch  

as e p ile p sy . O n  o n e  o c c a s io n , a  y o u n g  w o m a n  h ad  a tte m p te d  to  c o m m it su ic id e  by  ta k in g  an  

o v e rd o s e  o f  h e r  a s th m a  m e d ic a tio n . A n  a m b u la n c e  w as  c a lle d  to  th e  h o u s e  a n d  th e  o ff ic e rs  

b e h a v e d  in  w h a t I th o u g h t o f  a t th e  t im e  w a s  a  v e ry  u n p ro fe s s io n a l m a n n e r . I t s e e m e d  th a t  m y  

e x p e c ta tio n s  w e re  th a t  th e y  w o u ld  b e h a v e  to w a rd s  p a tie n ts  in  a  s im ila r  m a n n e r  to  o th e r  h e a lth  

p ro fe s s io n a ls . M y  o th e r  c o n ta c t  w ith  th e  Q A S  w a s  d u rin g  th e  c o u rse  o f  f ie ld w o rk , w h e n  I h a d  

to  ca ll an  a m b u la n c e  s e v e ra l t im e s  fo r m y  fa th e r. H e  h ad  su ffe re d  se v e ra l b o u ts  o f  c o n g e s tiv e  

h e a r t fa ilu re , h a d  su ffe re d  a  s tro k e  a n d  h a d  b e c o m e  im m o b ilise d  th ro u g h  o s te o p o ro s is .

O n e  o f  th e se  tr ip s  to  th e  h o s p ita l  w a s  d u e  to  th e  la tte r  c o n d itio n . I t  w a s  h e lp fu l  to  b e  in  

th e  p o s i t io n  o f  re la t iv e  o f  a  p a t ie n t  b e c a u s e  it g av e  m e  in s ig h ts  in to  m y  in te ra c t io n s  w ith  

re la tiv e s  d u r in g  o b s e rv a tio n s . T h is  e x p e r ie n c e  a lso  d re w  a tte n tio n  to  w h a t I w a s n ’t  o b se rv in g .

F o r  e x a m p le , I n o tic e d  th a t  th e  o ff ic e r  w h o  firs t a rr iv e d  a t th e  h o u se  w a s  e x tre m e ly  

a n im a te d  a n d  g re g a r io u s , a n d  c a lle d  m y  fa th e r  ‘d ig g e r ’ sev e ra l tim e s . H e  s e e m e d  to  sm ile  to o  

b r ig h tly  a n d  w o re  to o  m u c h  c o lo g n e . H e  h a d  to  ca ll a n o th e r  a m b u la n c e  b e c a u s e  h e  w a s  u n a b le
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to  m o v e  m y  fa th e r b y  h im se lf . W h en  th e  tw o  o th e r  o ff ic e rs  a rr iv e d , o n e  m a le  o ff ic e r  an d  o n e  

fe m a le  s tu d e n t, th e y  a p p e a re d  v e ry  n o n c h a la n t to w a rd s  m y  fa th e r  a n d  a lm o s t ig n o re d  m e .T h e  

o ff ic e rs  e x p e r ie n c e d  a  fe w  te c h n ic a l h itc h e s  w ith  th e  sp in e  b o a rd  an d  d id n ’t h id e  th e  fac t th a t 

th e re  w a s  a  p ro b le m  in  f ro n t o f  m e  or m y  fa th e r. I a lso  n o tic e d  th a t th e y  jo k e d  q u ite  a  lo t 

b e tw e e n  th e m s e lv e s , a n d  so m e  o f  th e  jo k e s  w e re  a b o u t th e  in te rn a l p o li t ic s  o f  th e  Q A S . I am  

su re  i f  th e y  w e re  a w a re  th a t I u n d e rs to o d  w h a t th e se  e x c h a n g e s  w e re  a b o u t, th e ir  b e h a v io u r  

w o u ld  h a v e  b e e n  q u ite  d iffe re n t.

T h is  s c e n a rio  h ig h lig h te d  to  m e  h o w  th e  o b s e rv e r  as p a r t ic ip a n t  ro le  s tro n g ly  

in f lu e n c e s  h o w  a  re s e a rc h e r  p e rc e iv e s  a p a r tic u la r  in te ra c t io n . I f  I h a d  b e e n  o b s e rv in g  th is  

in te ra c t io n  as a  p a r t ic ip a n t  o b se rv e r , I w o u ld  h a v e  in te rp re te d  th e  a c tio n s  o f  th e  o ff ic e r  in  a 

v e ry  d if fe re n t  w a y . F o r  e x a m p le , I w o u ld  h a v e  o v e r- id e n tif ie d  w ith  th e  p a tie n t a n d  re la tiv e  

b e c a u s e  I w o u ld  h a v e  u n d e rs to o d  th e  h id d e n  c o n te x t o f  th e  case , a n d  th is  w o u ld  h a v e  

in f lu e n c e d  m y  p e rc e p tio n  o f  th e  in te ra c tio n . T h is  ra re ly  o c c u rre d  d u rin g  f ie ld w o rk , a n d  w h e n  

it d id  I a lw a y s  n o te d  th is  in  m y  f ie ld n o te s . In  a d d itio n  to th is , I a lw a y s  m a d e  su re  th a t I 

c o n d u c te d  m y  o w n  e m o tio n a l p ro c e ss  w o rk  so  as to e m o tio n a lly  d is ta n c e  m y s e l f  f ro m  th e  

case . D u r in g  o b s e rv a tio n s , I a lw ay s  a tte m p te d  to  b e  m in d fu l o f  th e  l im ita tio n s  o f  m y  

‘o b je c t iv i ty ’ . In  c e r ta in  c a se s , I w a s  a w are  th a t I w as  s lip p in g  o u t o f  ro le  m o m e n ta r ily , an d  

a llo w in g  m y  o w n  b io g ra p h y  to  in f lu e n c e  m y  p e rc e p tio n s .

E N T E R IN G  T H E  F IE L D

I a p p ro a c h e d  th e  Q A S  fo rm a lly  in  N o v e m b e r  1993  th ro u g h  w r it te n  c o m m u n ic a tio n  to 

th e  C o m m is s io n e r  a n d  D ire c to r-G e n e ra l o f  th e  Q u e e n s la n d  E m e rg e n c y  S e rv ic e s . In  th e ir  re p ly  

th e y  a sk e d  m e  to  p re s e n t  th e m  w ith  a  d e ta ile d  p ro p o sa l o f  m y  s tu d y , w h ic h  in c lu d e d  th e  a im  

o f  th e  s tu d y , re s e a rc h  d e s ig n  a n d  m e th o d o lo g y , a n d  d e ta i ls  a b o u t e th ic s . I th e n  m e t w ith  th e
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C o m m is s io n e r  to  d is c u s s  th e  p ro p o s a l. H e  w a s  q u ite  p le a s e d  fo r  m e  to  c o n d u c t  re s e a rc h  

w ith in  th e  Q A S , a n d  g a v e  m e  fo rm a l p e rm is s io n  to  c o m m e n c e  f ie ld w o rk  o n  th e  ro a d  w ith  

a m b u la n c e  o ff ic e rs  in  J a n u a ry , 1994 . T h e  C o m m is s io n e r  w ro te  m e  a  le t te r  o f  in tro d u c tio n  

w h ic h  I c a r r ie d  w ith  m e  a t a ll t im e s  d u r in g  f ie ld w o rk . H o w e v e r , I q u ic k ly  re a l iz e d  th a t fo rm a l 

p e rm is s io n  fro m  th e  C o m m is s io n e r  w a s  o n ly  th e  firs t s tep  in  o b ta in in g  p e rm is s io n  to  a c tu a lly  

o rg a n is e  a n d  c o n d u c t f ie ld w o rk  itse lf .

A t th e  c o m m e n c e m e n t o f  f ie ld w o rk , th e  Q A S  w a s  c o m p rise d  o f  s ix  g e o g ra p h ic a l 

re g io n s  a c ro ss  th e  S ta te  o f  Q u e e n s la n d , w ith  e ac h  o f  h e a d e d  b y  a  D e p u ty  C o m m is s io n e r . I 

w ro te  to  C o m m is s io n e r  re q u e s tin g  fu r th e r  p e rm is s io n  to c o n d u c t re se a rc h  a n d  a tta c h e d  a  c o p y  

o f  th e  C o m m is s io n e r ’s le tte r  o f  in tro d u c tio n  an d  fo rm a l p e rm iss io n . I th e n  re c e iv e d  re p lie s  

f ro m  e ac h  re g io n  v ia  m a il  o r  te le p h o n e  th a t c o n firm e d  p e rm is s io n  to  a p p ro a c h  in d iv id u a l 

s ta tio n s  o r  D is tr ic t  S u p e r in te n d e n ts . T h is  c o rre sp o n d e n c e  a lso  u su a lly  in c lu d e d  in fo rm a tio n  

n e e d e d  to a rra n g e  o b s e rv a tio n s  a n d  in te rv ie w s  in  th e se  reg io n s .

I th e n  d e c id e d  to  c o m m e n c e  o b se rv a tio n s  in  th e  fo u r S o u th -E a s t Q u e e n s la n d  re g io n s . I 

th e n  c o n ta c te d  D is tr ic t  S u p e r in te n d e n ts  b y  p h o n e  to a  n o m in a te  a  d e f in ite  d a te  w h e n  I w o u ld  

c o m m e n c e  f ie ld w o rk . In  a d d it io n  to  th is , I a lso  w ro te  to  R e g io n a l T ra in in g  C o o rd in a to rs  a n d  

th e  M a n a g e r  o f  th e  A m b u la n c e  O ff ic e r  T ra in in g  C en tre . I m e t w ith  an  o ff ic e r  o f  th e  T ra in in g  

C e n tre  a n d  d is c u s s e d  m y  f ie ld w o rk  p la n s  w ith  h im . H e  a lso  g a v e  m e  p e rm is s io n  to  s p e n d  tim e  

re s e a rc h in g  tra d e  l i te ra tu re  in  th e  tra in in g  c e n tre  lib rary . I a lso  c o n ta c te d  th e  O c c u p a tio n a l 

S u p p o r t S e rv ic e s  s ta f f  a n d  m e t w ith  th e  c o o rd in a to r  o f  th e  P r io r ity  O n e  P ro g ra m . P r io r  to 

ac tu a l o b s e rv a tio n s  I sp e n t tim e  c o lla tin g  in fo rm a tio n  a b o u t th e  o p e ra tio n a l a n d  a d m in is tra t iv e  

s tru c tu re  o f  th e  Q A S . T h is  e n a b le d  m e  to  e n te r  the fie ld  in fo rm e d  a b o u t th e  b a s ic s  o f  

a m b u la n c e  w o rk , a n d  w ith  so m e  ru d im e n ta ry  k n o w le d g e  ab o u t th e  w o rk in g s  o f  th e  Q A S  

itself.
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In  m o s t  c a se s , e n tree  is  so m e th in g  th a t  o c c u rs  a t th e  b e g in n in g  o f  f ie ld w o rk . In  th is  

c a se , d u e  to  th e  w a y  th e  Q A S  w a s  re g io n a lis e d  a n d  c o m p a r tm e n ta lis e d  in  te rm s  o f  s tru c tu re , I 

fo u n d  th a t  e n tre e  w a s  a  c o n tin u a l p ro c e ss . I c o n d u c te d  o b se rv a tio n s  in  te n  a m b u la n c e  s ta tio n s  

a c ro ss  fo u r  re g io n s . T h is  m e a n t th a t  I h a d  to  c o m m e n c e  th e  p ro c e s s  o f  e n tre e  e a c h  tim e  I 

a p p ro a c h e d  a  n e w  s ta tio n . I f  I w a s  a lre a d y  o b s e rv in g  w ith in  in  a  re g io n  a n d  w a n te d  to  c h a n g e  

s ta tio n s , I h a d  to  c o n ta c t th e  o ff ic e r  in  c h a rg e  o f  th a t s ta t io n  to  re q u e s t p e rm is s io n . T h is  

p ro c e d u re  w a s  ro u tin e  in  m o s t c a se s , an d , e x c lu d in g  s ta tio n s  s itu a te d  w ith  th e  B r is b a n e  

m e tro p o li ta n  a rea , m o s t O ffic e rs  in  C h a rg e  w e re  a c c e ss ib le . In  a d d itio n  to  th is , I a lso  h a d  to  

in tro d u c e  m y s e l f  to  c o m m u n ic a tio n s  s ta f f  e ac h  tim e  I m o v e d  reg io n s .

I a lso  w e n t th ro u g h  th e  sa m e  p ro c e ss  w ith  in d iv id u a l a m b u la n c e  o ff ice rs . A lth o u g h  th e  

O ff ic e r  in  C h a rg e  w a s  a lw ay s  n o tif ie d  o f  m y  a c tiv itie s , h e  o r  sh e  s o m e tim e s  d id  n o t  o r  c o u ld  

n o t in fo rm  e a c h  in d iv id u a l o f f ic e r  th a t I w o u ld  b e  o b se rv in g  o n  th e ir  sh ift. T h is  m e a n t  th a t I 

h a d  to in tro d u c e  m y s e l f  to e ac h  in d iv id u a l o f f ic e r  e v e ry  tim e  I w e n t in to  a  n e w  s ta t io n  o r  

b ra n c h . F o r  th e  m o s t p a r t th is  d id  n o t c a u se  a n y  p ro b le m s , an d  th e  v a s t m a jo r ity  o f  o ff ic e rs  

re a d ily  a c c e p te d  m y  p re se n c e  as an  o b se rv e r. T h is  w a s  p a r tic u la r ly  th e  c a se  in  th e  u rb a n  

s ta tio n s  w h e re  o ff ic e rs  o f te n  h a d  o b se rv e rs  r id e  w ith  th em . O n e  s ta tio n  d id  h a v e  so m e  

d if f ic u l ty  u n d e rs ta n d in g  w h y  I w a n te d  to  o b s e rv e  co d e  o n e  cases . In  th is  c a se , th e  D is tr ic t  

S u p e r in te n d e n t w a s  v e ry  re lu c ta n t to le t m e  o b s e rv e  o n  th e se  c ase s , b e c a u s e  h e  fe lt th e y  w e re  

‘a  b it  to o  g ru e s o m e ’ fo r  m e . A s  a  re s u lt  o f  th is , I d id n ’t g e t to o b se rv e  m a n y  c a se s  a t th a t 

p a r t ic u la r  s ta tio n .

E n tre e  a lso  o c c u rre d  a t h o s p ita l  a c c id e n t a n d  e m e rg e n c y  d e p a r tm e n ts . E m e rg e n c y  s ta f f  

o f te n  a sk e d  o ff ic e rs  w h o  I w a s , a n d  th e y  a lw a y s  to ld  th e m  th a t I w a s  a  s tu d e n t o b s e rv in g  

a m b u la n c e  w o rk . S o m e tim e s  o ff ic e rs  w o u ld  say  o ffh a n d e d ly , ‘o h , s h e ’s w ith  u s ’ . In  b o th  

case s , th e  s ta f f  d id n ’t q u e s tio n  m y  p re se n c e , a n d  a ssu m e d  th a t I w a s  a  n u rs in g  o r  m e d ic a l
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Student. In it ia lly , 1 w a s  u n su re  o f  m y  ro le  at a c c id e n t and  e m e rg e n c y  d e p a r tm e n ts . O n at le as t 

th re e  o c c a s io n s , o f f ic e rs  a sk ed  m e  to  jo in  th e m  to w a tc h  m e d ic a l p ro c e d u re s  o n  p a tie n ts  th e y  

h a d  ju s t  tra n s p o r te d . In  a ll o f  th e se  cases, th e  p a tie n ts  w e re  in  e i th e r  a  c r itic a l o r  d a n g e ro u s  

c o n d itio n . In i t ia l ly , I fe lt u n e a s y  a b o u t th e  e th ic a l a sp e c ts  o f  th is , a n d  sh a re d  m y  c o n c e rn s  w ith  

th e  o f f ic e rs  w h o  h a d  a sk e d  m e  to o b se rv e  th e se  p ro c e d u re s . T h e y  e x p la in e d  th a t in  c e r ta in  

ca se s , o f f ic e r s ’ w o rk  d id  n o t s to p  im m e d ia te ly  at th e  d o o r  o f  th e  h o sp ita l. T h is  w as  

p a r t ic u la r ly  th e  c a s e  w h e re  o ff ice rs  h ad  b e en  p e rfo rm in g  lif e - s a v in g  p ro c e d u re s  su c h  as C P R , 

d e f ib r i l la t io n  o r  a n y  o th e r  p ro c e d u re  on  th e p a tie n t p r io r  to  a d m is s io n .

A m b u la n c e  o ff ic e rs  lif t p a tie n ts  on to  h o sp ita l b e d s , a n d  in  th e  c a s e  o f  an  e m e rg e n c y , 

a re  r e q u ire d  to  s ta y  fo r  th e  tra n s itio n  p e rio d  ie .; tra n s fe r r in g  tu b e s  an d  e q u ip m e n t. A m b u la n c e  

o ff ic e rs  h a v e  to  w r i te  a  re p o rt, an  M R 5 1 , th a t re q u ire s  in fo rm a tio n  fro m  b o th  th e  p a tie n t and  

th e  h o s p ita l . T h is  m e a n s  th a t th e y  can  sp en d  up  to  th ir ty  m in u te s  at th e  a c c id e n t an d  

e m e rg e n c y  d e p a r tm e n t a fte r tra n sp o rta tio n  o f  th e  p a tie n t. T h e  o ff ic e rs  a ssu re d  m e  th a t it w as  

p a r t o f  th e ir  w o rk  to  e n te r  th e  c u b ic le  w h e re  th e  p a tie n t w a s  re c e iv in g  tre a tm e n t to  c h ec k  on  

th e ir  c o n d it io n  b e fo re  d e p a r tin g  th e  h o sp ita l. W h en  I w a s  ‘o n e  o f  th e m ’, I to o  h a d  th e  r ig h t to 

b e  w h e re  th e  a m b u la n c e  o ff ice rs  n e e d e d  to be.

I w a s  in i t ia l ly  su rp ris e d  at th e  ease  w ith  w h ic h  I w a s  a b le  to  o b s e rv e  a m b u la n c e  

o ff ic e rs  p ro c e d u re s  a t w o rk . E n tre e  to  all s e ttin g s  w as  v ir tu a lly  s tra ig h tfo rw a rd . T h is  in c lu d e d  

p r iv a te  h o m e s , in s t i tu t io n s  a n d  w o rk p la c e s , a n d  p u b lic  e n te r ta in m e n t v e n u e s . R e s id e n ts  o f  

p r iv a te  h o m e s  ra re ly  q u e s tio n e d  m y  p re sen c e , a n d  in m o s t  c a se s  w e re  e x tre m e ly  w e lc o m in g . 

O n  m a n y  o c c a s io n s , m e m b e rs  o f  th e  p u b lic  re q u e s te d  in fo rm a tio n  a b o u t th e  c a se  fro m  m e. 

T h e re fo re , I h a d  li t t le  d if f ic u lty  in  b e in g  a c c e p te d  in  m y  ro le  a s  o b s e rv e r , a n d  a lso  e x p e r ie n c e d  

th e  a d d e d  b o n u s  o f  b e in g  p e rc e iv e d  as an  ‘in s id e r ’ ie .; a  m e m b e r  o f  th e  Q A S  b y  p a tie n ts  a n d  

o th e r  ‘c iv i l ia n s ’.



O n e  o f  th e  th in g s  th a t d id  a ss is t m e  in a c h ie v in g  a c c e p ta n c e  w a s  a  s tr ic t a d h e re n c e  to 

d re s s  c o d e s  a n d  d e m e a n o u r . In  k e e p in g  w ith  th e  Q A S  u n ifo rm , I a lw a y s  w o re  a  w h ite  sh irt, 

d a rk  t ro u s e r s  a n d  fla t sh o es , an d  m a in ta in e d  a  c o n se rv a tiv e  a p p e a ra n c e  in  k e e p in g  w ith  th e  

s ta n d a rd  d re s s  c o d e s  fo r  w o m e n  in  th e  Q A S . W h e n  I a tte n d e d  a  c a se  w ith  o ff ic e rs , I b e h a v e d  

as th o u g h  I w a s  p a r t  o f  th e  u n it. W h ere  p o ss ib le , I a s s is te d  w ith  e q u ip m e n t a n d  tre a tm e n t. F o r  

le g a l re a s o n s  I t r ie d  n e v e r  to  to u c h  a  p a tie n t. D u r in g  s ev e ra l c a se s , I s p o k e  to  b y s ta n d e rs  a b o u t 

th e  c a se , a n d  th is  u s u a lly  in v o lv e d  re a ssu ra n c e  a b o u t w h a t th e  o ff ic e rs  w e re  d o in g .

I  t r ie d  n o t  to  e n g a g e  in  c o n v e rsa tio n  w ith  p a tie n ts  w h ile  th e  o f f ic e r  w a s  a lso  ta lk in g  to  

th e m . I w a s  ra re ly  le ft a lo n e  w ith  a  p a tie n t, so  th e  o p p o r tu n ity  to  e n g a g e  in  a  d e ta i le d  o r  

le n g th y  c o n v e r s a tio n  w a s  lim ited .

F I E L D W O R K  R O L E

I to o k  o n  th e  ro le  o f  o b s e rv e r  as p a r tic ip a n t w h ic h  m e a n t th a t I w a s  p a r tia lly  im m e rse d  

in  th e  f ie ld . T h is  s tu d y  w a s  to ta lly  o v e rt, in  th a t at n o  tim e  w a s  m y  ro le  w ith in  th e  

o rg a n is a t io n  a m b ig u o u s . A lth o u g h  p a tie n ts  m a y  h a v e  ‘m is ta k e n ’ m e  fo r  o n e  o f  th e  a m b u la n c e  

o f f ic e rs , I w a s  a lre a d y  to e x p la in  m y  th e re a so n  fo r m y  p re s e n c e  fu lly  to  a n y  p a tie n t, re la tiv e  

o r  b y s ta n d e r .

T h e  ro le  o f  o b s e rv e r  w a s  m a d e  e a s ie r  b y  th e  fac t th a t  o b s e rv e rs  a re  a  c o m m o n  s ig h t in  

a m b u la n c e s , p a r t ic u la r ly  in  la rg e  o r  p ro v in c ia l  c itie s . M e d ic a l, n u rs in g , o c c u p a tio n a l th e ra p y  

s tu d e n ts , a n d  e v e n  s u r f  life s a v e rs  a re  a ll re q u ire d  to s p e n d  so m e  tim e  d o in g  o b se rv a tio n s  

w ith in  a m b u la n c e s . T h e  o th e r  ro le  I h a d  th e  c h o ic e  o f  a d o p tin g  w a s  th a t  o f  h o n o ra ry  o ff ice r . I f  

I h a d  ta k e n  o n  th is  ro le  I w o u ld  h a v e  h ad  to  u n d e rg o n e  tra in in g .

T h is  ro le  w a s  d e e m e d  in a p p ro p r ia te  b e c a u s e  o f  th e  in fe r io r  s ta tu s  h o n o ra r ie s  

e x p e r ie n c e , a n d  b e c a u s e  o f  th is , a ccess  to  s e n io r  o f f ic e rs  fo r  in te rv ie w s  a n d  g e n e ra l
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in fo rm a tio n  w o u ld  h a v e  b e en  h a rd e r to ob ta in . C o n f id e n tia li ty  w o u ld  h a v e  a lso  b e e n  a 

p ro b le m  in  th a t  o ff ic e rs  m a y  h a v e  b een  less lik e ly  to  a g re e  to  an  in te rv ie w  w ith  m e  as 

h o n o ra ry  (a n d  a  fe m a le  o n e  at th a t)  th an  m e as a re s e a rc h e r  w h o  h a d  n o  d ire c t c o n n e c tio n s  

w ith  th e  a m b u la n c e  s e rv ice .

T h e  ro le  I a d o p te d  g a v e  m e  re la tiv e ly  g re a te r  f re e d o m  to  p u rs u e  m y  re s e a rc h  g o a ls . A s  

a  re s e a rc h e r  I w a s  free  to  m o v e  b e tw e e n  re g io n s  an d  s ta tio n s , h o p p in g  fro m  a m b u la n c e  to  

a m b u la n c e . T h is  m e a n t th a t I w a s  ab le  to  o b se rv e  a t m u ltip le  s ite s , w h ic h  p ro v id e d  m e  w ith  a  

c le a re r  p ic tu re  o f  h o w  a m b u la n c e  o ff ice rs  p e rfo rm  e m o tio n a l la b o u r.

I t  a lso  p ro v id e d  m e  w ith  a  c le a re r  p ic tu re  o f  th e  e m o tio n a l c u ltu re  o f  th e  Q A S . I f  m y  

o b s e rv a tio n s  h a d  b e e n  re s tr ic te d  to  o n ly  o n e  s ta tio n  o r  d is tr ic t, w h ic h  w o u ld  h a v e  b e e n  th e  

c a se  i f  I h a d  a d o p te d  th e  ro le  o f  h o n o ra ry , I w o u ld  n o t h a v e  d is c o v e re d  th a t th e re  a c tu a lly  

e x is te d  an  e m o tio n a l c u ltu re . W h ile  M e tz  (1 9 8 1 ) an d  P a lm e r  (1 9 8 3 )  a d o p te d  in s id e r  ro le s  

w ith in  a m b u la n c e  s e rv ic e s  th e y  s tu d ie d , s im ila r  to M a n o n  (1 9 9 1 ) , I w a s  a b le  to  s u c c e ss fu lly  

a d o p te d  m o re  f le x ib le  f ie ld w o rk  ro le  th ro u g h  re m a in in g  a  c iv ilia n .

D E V E L O P IN G  A N D  S U S T A IN IN G  F IE L D  R E L A T IO N S

A s  m e n tio n e d , I a d o p te d  certa in  d re ss  c o d es  a n d  d e m e a n o u rs  so  th a t I  w o u ld  

e x p e r ie n c e  m in im a l d if f ic u l ty  in b e in g  a c c e p ted  as a  re s e a rc h e r . A p a r t  f ro m  th is , I o ffe re d  as 

m u c h  h e lp  to  th e  a m b u la n c e  o ff ic e rs  as p o ss ib le . S m a ll th in g s  su c h  as k n o w in g  w h e n  to  s it  in  

th e  f ro n t o f  th e  a m b u la n c e  and  w h e n  to sit in  th e  b a c k , le a rn in g  w h e re  th e  e q u ip m e n t w a s  

s to re d , a n d  w h e n  to  p h y s ic a l ly  m o v e  ou t o f  th e  w a y  all c o n tr ib u te d  to  a  b e t te r  re la tio n sh ip  

w ith  o n  ro a d  s ta ff .

A t a c c id e n t  a n d  e m e rg e n c y  d e p a rtm en ts , I a lw a y s  o ffe re d  to  h e lp  c h a n g e  th e  lin e n  o n  

th e  s tre tc h e rs  o r  c le a n  u p  th e  a m b u la n ce , p ic k  up  li t te r  th a t th e  o f f ic e rs  h a d  d ro p p e d  d u r in g
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t re a tm e n t, o r  g e n e ra lly  lo o k  o u t fo r  a n y th in g  th a t m a y  h a v e  b e e n  le ft b e h in d . S e v e ra l o ff ic e rs  

r e a l is e d  m y  u se  v a lu e  a n d  a sk e d  m e  to  c o lle c t e q u ip m e n t fro m  th e  a m b u la n c e . T h is  h a p p e n e d  

a t th e  sc e n e  o f  th e  s e v e ra l m o to r  v e h ic le  a c c id e n ts . A t n ig h t, I w a s  o f te n  a sk e d  to  h o ld  th e  

to rc h  fo r  an  o f f ic e r  i f  h e  o r  sh e  w a s  w o rk in g  o n  a  p a t ie n t  in  th e  d a rk . H o w e v e r , in  m o s t  c a se s , 

o ff ic e rs  d id  n o t e x p e c t  m e  to  h e lp  o u t in  a n y  m e a n in g fu l w a y , b u t w e re  a lw a y s  e x tre m e ly  

th a n k fu l w h e n  f  d id . T o w a rd s  th e  en d  o f  fie ld w o rk , I b e g a n  to  k n o w  w h e re  e q u ip m e n t a n d  

su p p lie s  w e re  lo c a te d  w ith in  th e  a m b u la n c e  v e h ic le , a n d  th e re fo re  b e c a m e  m o re  ‘u s e f u l ’ to  

a m b u la n c e  o ff ice rs .

O ff ic e rs  n e a r ly  a lw a y s  a sk e d  m e  o f  I fe lt n a u se o u s  r id in g  in  th e  b a c k  o f  th e  v eh ic le . 

T h is  w a s  a lw a y s  a  p o s s ib il i ty , fo r  so m e  v e h ic le s  sw a y e d  fro m  s id e  to  s id e  m o re  th a n  o th e rs . 

H o w e v e r , I o n ly  fe lt ill o n c e , a n d  th a t w a s  d u e  to a  se v e re  flu. I a lso  m a d e  su re  th a t  I n e v e r  

c o m p la in e d  a b o u t th e  p h y s ic a l d is c o m fo r t I fe lt in th e  b a c k  o f  m o s t v e h ic le s . N o r  d id  I e v e r  

c o m m e n t o n  a  o f f ic e r ’s d r iv in g  a b ility . In  sp ite  o f  s ev e ra l ‘d a n g e ro u s ’ tr ip s , w h e re  th e  v e h ic le  

w a s  tra v e llin g  in  e x c e s s  o f  o n e  h u n d re d  a n d  fo r ty  k ilo m e tre s  an  h o u r, th e  m o s t d if f ic u l t  r id e s  

w e re  c o d e  o n e s  in  a re a s  w h e re  ro a d s  w e re  n a rro w  an d  w in d in g . T h is  m e a n t th a t th e  v e h ic le  

w o u ld  g o  fro m  a s ta t io n a ry  p o s it io n  to  a  sp e e d  o f  o n e  h u n d re d  k ilo m e tre s  p e r  h o u r  in  a  m a tte r  

o f  se c o n d s , o n ly  to  g o  b a c k  to  z e ro  in  as m a n y  sec o n d s . O n  o n e  o c c a s io n , I w a s  r id in g  in  th e  

b a c k  o f  a  v e h ic le  tra v e ll in g  to  a  c o d e  o n e  w h e n  th e  v e h ic le  s to p p e d  s u d d e n ly  a t an  

in te rse c tio n . I  w a s  to s s e d  a b o u t in  th e  b a c k  o f  th e  v e h ic le  a n d  re c e iv e d  a  fe w  b ru is e s . In  th is  

in s ta n c e , tw o  w o m e n  o ff ic e rs  w e re  in  th e  f ro n t o f  th e  v e h ic le , an d  I k n e w  th a t I c o u ld  n o t  ‘a c t 

lik e  a  g i r l ’ in  f ro n t o f  th e se  w o m e n . T h e re  w a s  an  u n sp o k e n  ru le  in  th e  Q A S  th a t  w o m e n  sh o w  

n o  o u tw a rd  fear. W o m e n  a m b u la n c e  o ff ice rs  e x te n d e d  th is  ru le  to  fem a le  o b s e rv e rs  as w e ll.

W h ile  I w a s  s o m e tim e s  th e  b u tt o f  o f f ic e r s ’ jo k e s , th is  w as  g e n e ra lly  in  g o o d  sp ir its  

an d  n o t a im e d  to  r id ic u le  m e  b u t ra th e r  to in c lu d e  m e  in  w o rk  ritu a ls . W h ile  tra v e llin g  to  an d
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f ro m  c a s e s  an d  d u r in g  d o w n  tim e  at a c c id e n t an d  e m e rg e n c y  d e p a r tm e n ts , n u rs in g  h o m e s  a n d  

in  s ta f f  ro o m s , o ff ic e rs  o f te n  to ld  m a n y  s to rie s  a b o u t th e ir  re la tio n s h ip s  w ith  m a n a g e m e n t an d  

o th e r  o f f ic e rs . In  o rd e r  to  su s ta in  th e ir  tru s t, I a lw a y s  a d o p te d  th e  p o s itio n  o f  e m p a th e tic  

lis te n e r , a n d  tr ie d  n o t  to  q u e s tio n  o r  m a k e  n e g a tiv e  c o m m e n ts  o n  w h a t th e y  h a d  to  say . A f te r  a  

c e r ta in  a m o u n t o f  t im e  a t o n e  s ta tio n , o ff ic e rs  b e h a v e d  as th o u g h  I w a s n ’t th e re  a n d  ta lk e d  

q u ite  f r e e ly  a m o n g s t  th e m se lv e s . T h is  m e a n t th a t I g a th e re d  q u ite  a  lo t o f  in fo rm a tio n  ju s t  b y  

lis te n in g  to  h o u rs  o f  b o r in g , m u n d a n e  a n d  o c c a s io n a lly  h u m o ro u s  sm a ll  ta lk . S o m e tim e s  

o f f ic e rs  th e m s e lv e s  w o u ld  v o lu n te e r  in fo rm a tio n  o r  o p in io n s  th a t th e y  th o u g h t m ig h t b e  u se fu l 

to  m y  s tu d y , ev en  i f  it  w a s  a  s to ry  a b o u t a  c a se  th e y  h ad  re c e n tly  a tte n d e d .

In  g e n e ra l, o ff ic e rs  w e re  v e ry  fo r th c o m in g  a b o u t th e ir  w o rk . H o w e v e r , I fo u n d  th a t th e  

m o s t s a l ie n t  d a ta  a lw a y  e m e rg e d  a f te r  I h ad  o b s e rv e d  a  co d e  o n e  w h e re  m o re  th a n  o n e  

a m b u la n c e  w a s  re q u ire d . T h e se  c a se s  m o v e d  at a  fa s t p a c e , and  o ff ic e rs  a lw a y s  w a n te d  to  ta lk  

a b o u t th e m  a f te rw a rd s , e sp e c ia lly  i f  th e y  in v o lv e d  m o to r  v e h ic le  a c c id e n ts  o r  c h ild ren .

M o s t  o ff ic e rs  w e re  c o n fu se d  as to  w h y  a n o n -m e d ic a l p e rs o n  w h o  w a s  n o t  a  

p s y c h o lo g is t  w o u ld  b e  in te re s te d  in  s tu d y in g  a m b u la n c e  o ff ice rs . M a n y  c o n fu se d  s o c io lo g y  

w ith  e i th e r  s o c ia l  w o rk  o r  c o u n se llin g  p sy c h o lo g y , an d  sev e ra l e x p re sse d  th e  v ie w  th a t  th e y  

th o u g h t m y  s tu d y  w a s  a  w a s te  o f  tim e  and  m o n e y . T h e  m o s t in te re s t in g  a sp e c t o f  e x p la in in g  

to  o ff ic e rs  th e  a im  o f  m y  s tu d y  w a s  th a t, in  n e a r ly  a ll c a se s , o ff ic e rs  lin k e d  th e  te rm  e m o tio n  

w ith  s tre ss . W h ile  o ff ic e rs  w e re  lo a th e  to ta lk  d ire c tly  a b o u t e m o tio n  p e r  se , th e y  w e re  q u ite  

w il l in g  to  ta lk  a b o u t it  in  th e  c o n te x t o f  s tre ss . T h e  re a so n s  fo r  th is  d is t in c t io n  b e tw e e n  th e  

tw o  c o n c e p ts  a re  o u tl in e d  in  C h a p te r  5.

T h e  o th e r  im p o r ta n t p o in t  a b o u t h o w  o ff ic e rs  p e rc e iv e d  th e  s tu d y  w a s  th a t o n c e  th e y  

u n d e rs to o d  w h a t  e m o tio n a l la b o u r  w a s , a n d  w h y  th e ir  jo b  w a s  a n  im p o r ta n t s ite  fo r  

in v e s t ig a tio n , th e y  o f te n  s ta te d  th a t th e  p e rfo rm a n c e  o f  e m o tio n a l la b o u r  i t s e l f  w a s  ra re ly
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p ro b le m a tic . O ff ic e rs  n e a r ly  a lw ay s  sa id  th a t it w a s  h o w  m a n a g e m e n t p e rc e iv e d  g e n e ra l and  

c u m u la tiv e  s tre ss  th a t w a s  th e  so u rce  o f  th e  p ro b le m  n o t th e  re a so n  fo r th e  s tre ss . T h is  in i ts e lf  

w a s  a  m a jo r  c a u se  o f  e m o tio n a l s tress.

T h e re fo re , I u se d  th e se  em ic  d is tin c tio n s  o ff ic e rs  m a d e  b e tw e e n  e m o tio n a l la b o u r, 

e m o tiv e  d is s o n a n c e  an d  s tre ss  as a  w a y  o f  g e ttin g  o ff ic e rs  to  ta lk  a b o u t e m o tio n a l c u ltu re . 

O ff ic e rs  a l l  h a d  c o m m e n ts  o n  at leas t o n e  o f  th e se  e le m e n ts  o f  th e ir  jo b . T h e re  w e re  in s ta n c e s  

th o u g h , w h e n  o f f ic e rs  a p p ea red  fe a rfu l, d is ta n t a n d  h o s tile  to w a rd s  m e . O n  tw o  o c c a s io n , 

o ff ic e rs  a c t iv e ly  a v o id e d  th e  lik e lih o o d  o f  m e  o b se rv in g  w ith  th e m  b y  ‘sn e a k in g  o u t ’ o f  th e  

s ta tio n  o n  a  c a s e  w ith o u t  m e. T h is  w as  th e  e x c e p tio n  to  th e  ru le , as I fo u n d  th a t e n g a g in g  

o ff ic e rs  in  a  b u s in e s s - l ik e  and  n o n -th re a te n in g  m a n n e r , o c c a s io n a lly  b e c o m in g  in v is ib le , 

a v o id in g  d is p la y s  o f  w e a k n e ss  and  e m o tio n a l b e h a v io u r  on  th e  ro a d , an d  d re s s in g  

a p p ro p r ia te ly , m e a n t  th a t I w as  ab le  to  m a in ta in  and  su s ta in  a d e q u a te  fie ld  re la tio n s .

O B S E R V A T IO N  A N D  D A T A  C O L L E C T IO N

I s p e n t a p p ro x im a te ly  fiv e  h u n d re d  h o u rs  o b se rv in g  a m b u la n c e  o ff ic e rs  a tte n d in g  

c a se s  a n d  s p e n d in g  tim e  b e tw e e n  cases  at s ta tio n  lu n c h  ro o m s , h o s p ita ls  a n d  tra in in g  c o u rse s . 

O b se rv a tio n s  c a n  b e  d iv id e d  in to  tw o  c a te g o rie s  - u n fo c u s e d  an d  fo c u se d  o b se rv a tio n . T h e  

u n fo c u s e d  c o m p o n e n t o f  o b se rv a tio n  o c cu rred , p re d ic ta b ly , in  th e  e a r ly  s ta g e s  o f  fie ld w o rk . 

A s  w e ll  as o b s e rv in g  in te ra c tio n  w ith  b e tw e e n  o ff ice rs  a n d  p a tie n ts , I a lso  to o k  n o te  o f  

p ro to c o ls , w o rk  ro u tin e s  and  lo c a tio n  a n d  u sa g e  o f  e q u ip m e n t. F o c u s e d  o b s e rv a tio n  o c c u r re d  

d u r in g  m o s t  c a se s . W h e re  p o ss ib le , I o b se rv e d  th e  q u a li ty  o f  th e  e m o tio n a l in te ra c t io n  

b e tw e e n  o f f ic e r  a n d  p a tie n t. O n e  o f  th e  d iff ic u ltie s  w ith  th is  w a s  I w a s  o n ly  o b se rv in g  

e x p re s s io n  o f  e m o tio n , n o t th e  e m o tio n  m a n a g e m e n t th a t  th e  o ff ic e rs  e n g a g e d  in . T o  

c o u n te ra c t  th is  p ro b le m , I a p p ro a c h e d  o ff ic e rs  a f te r  in te ra c tio n s  w ith  p a tie n ts  a n d  ta lk e d  to
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th e m  a b o u t th e  c a se . S o m e tim e s  th is  w a s  n o t a p p ro p ria te , b e c a u se  e ith e r  th e  c a se  w as  

m u n d a n e  o r  ro u tin e , th e  o ff ic e r  e x p re sse d  th e  u su a l f ru s tra tio n  a b o u t th e  la ck  o f  e x c ite m e n t in  

d o in g  c o d e  th re e s , o r  I h a d  y e t to  g a in  su ffic ie n t ra p p o rt w ith  th e  o ff ic e rs  c o n c e rn e d .

In  m a n y  in s ta n c e s , o ff ic e rs  a n tic ip a te d  m y  n e ed  to  k n o w  a b o u t th e ir  e m o tio n  

m a n a g e m e n t te c h n iq u e s  a n d  o ffe re d  d e ta ile d  e x p la n a tio n s . T h is  o c c u r re d  e ith e r  w h e n  a  o ff ic e r  

h a d  to  d e a l w ith  a p a t ie n t  w h o  w a s  ru d e , c ra n k y  o r  d is a g re e a b le , o r  i f  th e  c a se  w a s  u n u su a l in 

s o m e  re s p e c t. T h is  o c c u r re d  in  a b o u t tw e n ty -f iv e  p e rc e n t o f  c a se s  o b se rv e d . W h e re  p o ss ib le , I 

k e p t d e ta i ls  o f  c a s e s  - h o w  m a n y  u n its  a tte n d ed , th e  g e n d e r  o f  th e  a m b u la n c e  o ff ice rs , 

p a t ie n t ’s c o n d itio n , w h e th e r  o r  n o t th ey  w e re  tra n sp o rte d , c o d e  ty p e , e th n ic ity  an d  a g e  o f  

p a tie n t, w h e th e r  I a s s is te d  a m b u la n c e  o ff ic e rs , d e s tin a tio n  to  a n d  fro m  th e  s ta tio n , a n d  

w h e th e r  I ta lk e d  to  a m b u la n c e  o ff ic e rs  a b o u t th e  case .

O b s e rv a tio n s  w e re  c o n d u c te d  d u rin g  te n  d ay s  o f  th e  h u m a n  re la tio n s  m o d u le  o f  

tra in in g . T h e s e  s e s s io n s  c o v e re d  to p ic s  su ch  as se lf -a w a re n e ss , s e lf -e s te e m , k n o w le d g e  o f  

p e rs o n a li ty  ty p e s  a n d  s tre ss  m a n a g e m e n t te c h n iq u e s . T h e se  m o d u le s  w e re  d e s ig n e d  a n d  ta u g h t 

b y  p ra c t ic in g  p s y c h o lo g is ts ,  a n d  ra re ly  a d d re sse d  cu ltu ra l a sp e c ts  o f  h u m a n  re la tio n s . O ffice rs  

w h o  a tte n d e d  th e s e  c o u rs e s  c a m e  fro m  e v e ry  Q A S  re g io n  as p a r t  o f  th e  re q u ire m e n t fo r  th e  

b r id g in g  c o u rs e  th a t  a ll o ff ic e rs  w h o  w e re  n o t s tu d e n ts  o r  h a d  n o t c o m p le te d  an  A sso c ia te  

D ip lo m a  in  A m b u la n c e  P ra c tic e  n e ed e d  to  c o m p le te  in  o rd e r  to  b e c o m e  a  q u a lif ie d  a m b u la n c e  

o ffice r.

I re c o rd e d  f ie ld n o te s  a t th e  s ta tio n  w h e re  p o ss ib le , b u t  u s u a lly  w a ite d  u n ti l  I w a s  o u t o f  

th e  f ie ld  b e fo re  I d id  th is . I f  I a tte n d e d  a  la rg e  n u m b e r  o f  c a se s  in  o n e  sh if t, I tr ie d  to  k e ep  

n o te s  k e e p  n o te s  o f  e a c h  c a se  d u rin g  th e  sh if t so th a t I  d id n ’t lo s e  th e  in fo rm a tio n . 

O b se rv a tio n s  to o k  p la c e  d u r in g  b o th  d ay  an d  n ig h t sh if ts  w h ic h  ra n g e d  fro m  e ig h t to  f if tee n  

h o u rs  in  le n g th .
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I a lso  p e ru s e d  n o tic e b o a rd s , in te rn a l m e m o s , in te rn a l a n d  e x te rn a l p u b lic a tio n s  and  

tra in in g  m a te r ia ls  a n d  v id e o s . A lth o u g h  th e  in te ra c tio n s  b e tw e e n  c o m m u n ic a tio n s  o ff ic e rs  an d  

c a lle rs  w e re  n o t  in c lu d e d  in  th is  s tu d y , I sp en t fo u r  d a y s  o b s e rv in g  th e  w o rk in g s  o f  v a r io u s  

c o m m u n ic a tio n  c e n tre s  th ro u g h o u t Q u e en s la n d . T h is  e x e rc is e  w a s  e x tre m e ly  h e lp fu l b e c a u se  

it g a v e  m e  c le a r  in s ig h t in to  h o w  case  in fo rm a tio n  is c o m m u n ic a te d  to  o n  ro a d  o ff ice rs . I t a lso  

p ro v id e d  in s ig h t  in to  th e  d iff ic u ltie s  th e  Q A S faces  in  te rm s  o f  la c k  o f  re s o u rc e s  a n d  h o w  th is  

a ffe c ts  th e ir  re la t io n s h ip  w ith  th e  c o m m u n ity  an d  o th e r  h e a l th  p ro fe s s io n a ls . T h is  a lso  m e a n t 

th a t te n s io n s  b e tw e e n  c o m m u n ic a tio n s  s ta f f  and  o n  ro a d  s t a f f  w e re  e a s ie r  to  u n d e rs ta n d .

P O L IT IC S  O F  F IE L D W O R K

D u rin g  p re - f ie ld w o rk  in te rv ie w s  w ith  s e n io r  o f f ic e rs , I h a d  b e e n  w a rn e d  b y  

m a n a g e m e n t th a t th e  a m b u la n c e  o ffice rs  m a y  e x p re ss  s u s p ic io n  a n d  e v en  h o s til i ty  to w a rd s  

m e. T h e y  s ta te d  th a t  th is  w a s  d u e  to th e u n p re c e d e n te d  a n d  s e e m in g ly  c o n tin u o u s  le v e l o f  

o rg a n is a t io n a l  c h a n g e  th a t th e  Q A S had  b e e n  e x p e r ie n c in g . A t th e  t im e  I c o m m e n c e d  

e n te r in g  th e  f ie ld , I w a s  u n a w a re  th a t th e  Q A S  e x p e r ie n c in g  th e  p e a k  o f  th is  ch an g e . T h is  

o f te n  c re a te d  a  c o n s id e ra b le  a m o u n t o f  fru s tra tio n  fo r  m e  as a  r e s e a rc h e r  a n d  a  c iv ilia n . S e n io r  

o ff ic e rs  w h o  I h a d  p h o n e d  o r w ritt te n  to  d u rin g  th e  e a r l ie r  s ta g e s  o f  f ie ld w o rk  h a d  o f te n  

m o v e d  u p  in  th e  h e ira rc h y  b y  th e  tim e  I h ad  re a c h e d  th e m  in  th e  fie ld .

O n  o n e  o c c a s io n , th is  c re a te d  fr ic tio n  b e tw e e n  m y s e l f  a n d  s e n io r  m a n a g e m e n t in  a  

r e g io n  o u ts id e  s o u th e a s t  Q u e en s la n d . I h a d  a rra n g ed  to  o b s e rv e  a  p ro v in c ia l  c ity  s ta tio n , b u t  

a rr iv e d  to  f in d  th a t  n o -o n e  k n e w  w h o  I w as, o r  w h y  I w a s  th e re . A f te r  a  fe w  te n se  m o m e n ts , I 

e x p la in e d  w h o  I w a s , w h a t I  n e ed e d  an d  w h y  I w a s  th e re . I e v e n tu a lly  d id  c o n d u c t sev e ra l 

e x c e lle n t in te rv ie w s  w ith  s ta f f  w h o  w e re  o n  sh if t a t th e  tim e , b u t  I w a s  u n a b le  to  g e t 

a g re e m e n t to  c o n d u c t  o n  ro a d  o b se rv a tio n s .
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W h ile  o ff ic e rs  at sev e ra l B risb an e  s ta tio n s  w e re  e x tre m e ly  s u p p o r tiv e , o th e rs  f la tly  

re fu s e d  to  h a v e  m e  o b s e rv e  o n  th e ir  u n its . I w a s  to ld  b y  s e n io r  m a n a g e m e n t th a t B ris b a n e  h as  

a lw a y s  b e e n  in d u s tr ia l ly  ‘m il i t a n t’. D u e  to  in fo rm a l in d u s tr ia l  c o n f lic t  th a t  w a s  o c c u r r in g  at 

th e  t im e , I w a s  to ld  th a t  B r is b a n e  o ffice rs  w e re  m o re  l ik e ly  to  v ie w  m e  a s  a  ‘m a n a g e m e n t 

s p y ’. In  s p ite  o f  th is  re s is ta n c e , I m a n a g e d  to  o b ta in  s e v e n  in d e p th  in te rv ie w s  a n d  c o n d u c t 

o b s e rv a tio n s  o n  m a n y  c a se s  in  th e  B risb a n e  reg io n .

W h ile  I fo u n d  B r is b a n e  m o re  d iff ic u lt in  so m e  re s p e c ts , e a c h  re g io n  p ro v id e d  its  o w n  

o b s ta c le s . M o s t  o f  th e  o ff ic e rs  I o b se rv ed  w ith  w e re  p o li te  a n d  h e lp fu l. C o n s id e r in g  th e  lev e l 

o f  a n g s t g e n e ra te d  b y  th e  p ro c e s s  o f  o rg a n isa tio n a l c h a n g e , I w a s  fo r tu n a te  to  c o lle c t th e  d a ta  I 

n e e d e d  to  c o m p le te  th e  s tu d y . N e v e rth e le s s , f ie ld w o rk  in  B r is b a n e  w a s  m o re  s tre ss fu l th a n  

e lse w h e re .

G E N D E R

A s  a w o m a n  re s e a rc h e r  in  a  m a le -d o m in a te d  d o m a in , I e x p e c te d  th is  to  c a u se  m e  a 

c o n s id e ra b le  a m o u n t o f  d iff ic u lty . G iv en  m y  c o m m itm e n t to  fe m in is m , I h a v e  to  a c k n o w le d g e  

w ith  m u c h  re g re t  th e  g re a te s t  d if f ic u lty  I e x p e r ie n c e d  w a s  in  e n c o u ra g in g  w o m e n  a m b u la n c e  

o ff ic e rs  to  p a r t ic ip a te  in  in -d e p th  in te rv ie w s. I o b se rv e d  w ith  m a n y  w o m e n  o ff ic e rs  in  tw o  

re g io n s , a n d  a ll w e re  v e ry  su p p o rtiv e  a n d  h e lp fu l. H o w e v e r , th e re  w e re  s e v e ra l s ig n if ic a n t 

d if fe re n c e s  b e tw e e n  w h a t  m a le  an d  fe m a le  o ff ic e rs  e x p e c te d  o f  m e  as a  re s e a rc h e r . I a lw a y s  

fe lt as th o u g h  w o m e n  o ff ic e rs  e x p e c te d  m e  to  m a in ta in  an  e f fe c t iv e ly  n e u tra l  d e m e a n o u r  a t a ll 

t im e s . W o m e n  a lso  e x p e c te d  th a t  I w o u ld  h e lp  th e m  o u t d u r in g  c a se s . T h e y  a p p e a re d  le ss  

w ill in g  to  to le ra te  a n  e x tra  w o m a n  o n  b o a rd  w h o  w a s  n o t  ‘p u l l in g  h e r  w e ig h t’ . W h ile  it  is  

u n lik e ly  th a t  I w o u ld  h a v e  e x p re sse d  fe e lin g s  o f  d is c o m fo r t d u r in g  c a se s  to  a n y  o ff ic e r , i t  w a s  

m o re  u n lik e ly  th a t  I w o u ld  h a v e  e x p re sse d  th o se  fe e lin g s  to  a  w o m a n  o ff ic e r . W h ile  th is
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in it ia lly  p u z z le d  m e , I so o n  re a lise d  th a t th is  s itu a tio n  w a s  in d ic a tiv e  o f  a  ty p e  o f  g e n d e r  

re g im e  th a t  w a s  n o t  u n iq u e  to th e  Q A S . A lth o u g h  fe w  o f f ic e rs  o p e n ly  c o m p la in e d  a b o u t th e  

p re s e n c e  o f  w o m e n  in  th e  se rv ice , it w as  o b v io u s  to  m e  w o m e n  s till h a d  a  c o n s id e ra b le  

d is ta n c e  to  tra v e l in  te rm s  o f  b e in g  c o n s id e re d  e q u a l. F o r  e x a m p le , s e v e ra l m a le  o ff ic e rs  d id  

e x p re ss  s tro n g  d o u b t a b o u t th e  su ita b ility  o f  w o m e n  fo r  n ig h t  sh ifts .

In  s u m m a ry , I fe lt as th o u g h  b e in g  a  w o m a n  d id  n o t  h in d e r  m e  g re a tly  d u rin g  

f ie ld w o rk . In  s o m e  in s ta n c e s , it w a s  an  a d v a n ta g e . I n e e d  to  a c k n o w le d g e  th a t th e re  w e re  

s ev e ra l in s ta n c e s  w h e re  b e in g  a  w o m a n  m a y  h a v e  p re v e n te d  m e  fro m  g a in in g  g re a te r  ra p p o r t 

w ith  s e v e ra l o ff ic e rs .

IN T E R V IE W S

I c o n d u c te d  th ir ty  in d e p th  in te rv ie w s  w ith  o ff ic e rs  f ro m  all sev e n  Q A S  re g io n s , m o s t 

o f  w h o m  w e re  re c ru ite d  th ro u g h  th e  A m b u la n c e  O ff ic e r  T ra in in g  C e n tre . T h is  p ro v e d  

fo r tu ito u s  as m y  in te rv ie w  sch e d u le  c o n c lu d e d  w ith  a  g ro u p  o f  o ff ic e rs  w h o  w e re  in  B risb a n e  

fo r  fo u r  w e e k s  c o m p le tin g  tra in in g . A s a lre ad y  s ta ted , it w a s  d if f ic u lt  to  re c ru it  w o m e n  fo r 

in te rv ie w s . I t w a s  a lso  d iff ic u lt to  re c ru it y o u n g e r  o ff ic e rs  a n d  s tu d e n ts . T h e  re su lt is  th a t th e  

in te rv ie w in g  s a m p le  is  b ia se d  in  fa v o u r o f  o ff ic e rs  w h o  w e re  in  th e  s e rv ic e  fo r  m o re  th a n  fiv e  

y e a rs . I t  is  a lso  b ia s e d  in  fa v o u r  o f  th o se  o ff ice rs  w h o  e n te re d  th e  s e rv ic e  v ia  th e  h o n o ra ry  

sy s te m . T h e s e  c o n s id e ra tio n s  n o tw ith s ta n d in g , th e  b ia s  fa c to r  h a s  b e e n  o ffse t th ro u g h  

o b s e rv a tio n  o f  a  la rg e  n u m b e r  o f  w o m e n  a n d  y o u n g e r  o ff ic e rs .

E f fo r ts  w e re  a lso  m a d e  to  re c ru it in te rv ie w e e s  th ro u g h  s ta tio n s . I s e n t o u t f ly e rs  to 

d if fe re n t s ta t io n s  a n d  m a n y  o ff ice rs  sa id  th e y  h a d  see n  th e s e  o n  lu n c h  ro o m  n o tic e b o a rd s . A s 

s ta te d  p re v io u s ly ,  th e  re s p o n se  fro m  th is  re c ru itm e n t d r iv e  w a s  p o o r . A t  th e  sa m e  tim e  as  I 

w a s  d is tr ib u tin g  th e s e  f ly e rs , a  q u e s tio n n a ire  ab o u t s tre ss  a n d  life s ty le  w a s  b e in g  d is tr ib u te d
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b y  P r io r i ty  O n e  a n d  th e  U n iv e rs ity  o f  S o u th e rn  Q u e e n s la n d . M a n y  o ff ic e rs  g o t c o n fu se d  

b e tw e e n  th e  tw o  a n d  as a  re s u lt  I re c e iv e d  le ss  re sp o n se s  th a n  I e x p ec te d .

G iv e n  th e se  d if f ic u ltie s , I fo u n d  th a t th e  in te rv ie w s  I c o n d u c te d  v a lid a te d  m u c h  o f  

w h a t  I h a d  p re v io u s ly  o b s e rv e d  a n d  ta lk e d  to  o ff ice rs  a b o u t. A lth o u g h  I u s e d  a n  in te rv ie w  

g u id e  to  o r ie n t th e  o ff ic e rs , m a n y  o f  th e m  u se d  th e  in te rv ie w  as a  fo ru m  fo r  v e n ti la t in g  th e ir  

fe e lin g s  a b o u t .o rg a n is a t io n a l  c h a n g e  w ith in  th e  Q A S . M u c h  o f  th is  d a ta  w a s  r ic h  in  

in fo rm a tio n  a b o u t e m o tio n a l c u ltu re . F o r  th is  re a so n  th e  in te rv ie w  g u id e  w a s  o n ly  u se d  as a  

p ro m p t  fo r  o ff ic e rs  w h o  w e re  e ith e r  re tic e n t o r  h ad  s tra y e d  to  to p ic s  th a t w e re  irre le v a n t.

E a c h  in te rv ie w e e  w a s  a ss u re d  o f  to ta l c o n f id e n tia li ty  a n d  a n o n y m ity . F o r  th is  re a so n  

in te rv ie w  e x c e rp ts  in  th is  s tu d y  d o  n o t h av e  id e n tify in g  c o d e s  o r  n a m e s . G iv e n  th e  n a tu re  o f  

th e  o rg a n is a tio n a l c u ltu re , I d e c id e d  th a t o ff ice rs  re q u ire d  a  g u a ra n te e  o f  to ta l  a n o n y m ity  in 

b o th  in te rv ie w s  a n d  o b s e rv a tio n a l fie ld  n o te s. T h is  g u a ra n te e  p la y e d  a  s ig n if ic a n t p a r t  in 

e n a b lin g  o ff ic e rs  to p a r t ic ip a te  o p e n ly  in  th e  s tu d y . F o r  fu r th e r  a s su ra n c e , I h a v e  a t te m p te d  to 

d is g u ise  th e  id e n ti ty  o f  o ff ic e rs  an d  th e  lo ca tio n  o f  re g io n s  w h e re  o b s e rv a tio n s  w e re  

c o n d u c te d  in  th e  te x t, a n d  in  s e v e ra l in s ta n c e s  th e  ty p e  o f  c a se  a tte n d e d . In  so m e  in s ta n c e s  th is  

h a s  m e a n t  th a t  a  p a r t ic u la r ly  g o o d  re fe re n c e  th a t w as re a d ily  id e n tif ia b le  w a s  d is c a rd e d  in 

fa v o u r  o f  a  le s s e r  b u t a d e q u a te  ex am p le .

In  a c c o rd a n c e  w ith  T h e  U n iv e rs ity  o f  Q u e e n s la n d  e th ic a l g u id e lin e s , p a t ie n ts  h a v e  a lso  

b e e n  a f fo rd e d  th e  s a m e  a n o n y m ity . P a tie n ts  n a m e  an d  a d d re ss e s  w e re  n e v e r  re c o rd e d  and  

c a se s  th a t re c e iv e d  m e d ia  c o v e ra g e  a n d  c o u ld  th e re fo re  b e  id e n tif ie d  w e re  e i th e r  d is c a rd e d  o r 

d e sc r ib e d  o n ly  in  v e ry  g e n e ra l te rm s  w h e re  o ff ice rs  h a v e  u se d  th e m  to  i l lu s tra te  a  c ritic a l 

a sp e c t o f  th e ir  s to ry . C a se s  re fe r re d  to  in th e  s tu d y  also  do  n o t h a v e  a n y  re fe re n c e  to  th e  Q A S  

re g io n , d is tr ic t  o r  b ra n c h  in  w h ic h  th e y  o c cu rred . (S ee  A p p e n d ix  4).
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A P P E N D IX  2

Q A S  R E G IO N A L  M A P

S o u rc e : B u re a u  o f  E m e rg e n c y  S e rv ic e s  1 9 9 4 /9 5  A n n u a l R e p o r t
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A P P E N D IX  3

A M B U L A N C E  O F F IC E R  IN T E R V IE W E E  D E T A IL S

(N = 3 0 )

I n t e r v i e w

N o

N a m e A g e Y e a r s  S e r v i c e R e g i o n R a n k

1 D re w 43 23 R u ra l A O

2 F re d 56 34 R e m o te O IC

3 B ria n 35 10 U rb a n T ra in in g  O ff ic e r

4 B ill 4 0 9 M e tro A O

5 A le c 27 6 P ro v in c ia l A O

6 A1 4 0 15 R e m o te O IC

7 D a n n y 4 0 9 M etro O IC

8 P h il 30 10 R u ra l A O

9 R o d 38 15 M etro A O

10 R ic k 32 8 P ro v in c ia l A O

11 S te v e 24 4 P ro v in c ia l A O

12 T e d 50 30 R u ra l O IC

13 W a y n e 39 15 P ro v in c ia l A O

14 N ic k 30 7 R u ra l A O

15 M ic k ie 35 12 M etro A O

16 O n s lo w 40 5 M etro A O

17 E d d ie 45 20 P ro v in c ia l S A O

18 M a lc o lm 32 14 P ro v in c ia l A O

19 L e n 39 9 M etro A O

20 E th a n 40 14 M etro A O

21 F ra n k 43 22 M etro O IU

22 M ic h a e l 29 5 P ro v in c ia l A O

23 G e o rg e 50 25 P ro v in c ia l A O

2 4 E ric 35 6 R u ra l A O

25 D a v id 42 23 R u ra l A O

26 Je rry 23 2 M etro S tu d e n t

27 H a rry 21 1 M etro S tu d e n t

28 E llio t 35 10 R e m o te A O

29 J o h n 37 15 M etro S A O

30 J u s tin 45 20 R e m o te O IC
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A P P E N D IX  4

A M B U L A N C E  C A S E S

F ie ld  W o rk  C ase s  : D e ta ils  (N  =  110)

C a s e

N o
C o d e G e n d e r A g e

I n c i d e n t

/ D e s t i n a t i o n

C a s e

T y p e / C o n d i t i o n
O b s e r v e r N o te s

1 1 F 8 0 s N u r s in g  h o m e  

to  H o s p i ta l

C h e s t  p a i n C a r r i e d  M o n i t o r P h y s ic a l  C o n t a c t  

S p o k e  to  r e la t iv e s  

V e r b a l  a f f e c t io n

2 1 F 8 0 s N /A R e s p o n s e  to  

V i ta l  S ig n  

A la r m

N /A F r ie n d ly  g r e e t in g  

T r u s t  in  o f f ic e r s

3 3 M 8 0 s I H T /C l in ic C T  S c a n N /A N /A

4 3 M 8 0 s D is c h a r g e  

f r o m  P u b l ic  

h o s p i t a l

H ip  r e p la c e m e n t T a l k e d  to  

r e la t iv e s

O f f ic e r s  j o k e d  a n d  

f o o l e d  a r o u n d  

S m i le d  a lo t  a t  

r e la t iv e s

5 3 F 3 0 s

N e s

D is c h a r g e  

f r o m  p u b l ic  

h o s p i t a l

N /A N /A O f f ic e r s  t a lk e d  to  

p a t i e n t ’s 

n e i g h b o u r s  

w o r r i e d  a  lo t  a b o u t  

p a t i e n t ’s e th n ic i ty  

s h o w e d  c h i ld r e n  

th r o u g h  a m b u la n c e

6 1 M 7 0 s F o o tb a l l  

C lu b / 'C lu b  B a r

C V A T a l k e d  to  

b y s ta n d e r s

R e la t iv e s  a n d  

b y s ta n d e r s  

e x t r e m e ly  

d e f e r e n t i a l

7 1 F 7 0 s B a n k U n c o n c io u s

c o l la p s e

C l e a n e d  u p  d e b r i s  

l e f t  b y  o f f ic e r s

O f f i c e r  s h o w e d  

c o m p a s s io n  v u t  

l a t e r  m a d e  f u n  o f  

p a t i e n t  in  f r o n t  o f  

o th e r  o f f ic e r s  a t  th e  

s t a t io n

8 1 M 11 F o o tb a l l

G r o u n d

S u s p e c te d  

c e r v ic a l  in ju r y

H e ld  C o l la r B y s ta n d e r s  w e r e  

d e f e r e n t i a l

9 3 M 4 0 s I N H T /E s c o r t C T  S c a n /P s y c h N /A O f f ic e r s  w e r e  w a r y  

o f  p a t i e n t  b e c a u s e  

o f  v i o le n t  h is to r y

10 3 M 8 0 s D is c h a r g e  

f r o m  p r iv a t e  

H o s p i t a l  to  

N u r s in g  H o m e

I n f e c t io u s  

d is e a s e  - 

G o ld e n  S ta p h

N /A O f f ic e r s  w a r y  o f  

p a t i e n t  b e c a u s e  o f  

d i s e a s e

11 3 F 4 0 s I H T C T  S c a n N /A N /A

12 3 F 8 0 s D is c h a r g e  to  

N u r s in g  H o m e

N /A N /A N u r s i n g  H o m e  s t a f f  

v e r y  c o n d e s e n d in g  

t o w a r d s  p a t i e n t

13 2 F 7 0 s D o c t o r ’s 

S u r g e r y  to  

P u b l ic  h o s p i t a l

L V A N /A V e r b a l  a f f e c t io n



2 9 5

C a s e

N o
C o d e G e n d e r A g e

I n c i d e n t

/D e s t i n a t i o n

C a s e

T y p e / C o n d i t i o n
O b s e r v e r N o te s

14 3 F 11 I H T  ( e s c o r t ) B o n e  S c a n N o  tr ip D o c t o r  o r d e r e d  m e  

n o t  to  g o  o n  tr ip

15 3 F N /A H o m e  to  

P u b l ic  h o s p i ta l

N /A N /A N /A

16 3 M 5 0 s I H T  ( e s c o r t ) C T  S c a n N /A H u m o u r

17 2 M 11 S c h o o l S u s p e c te d  

b r o k e n  le g

N /A T e a c h e r s  f r u s t r a t e d  

a n d  im p a t i e n t  w i th  

p a t i e n t

18 1 F 2 0 s M V A B r o k e n  n e c k  o f  

f e m u r

C o l l e c te d  

e q u i p m e n t  f r o m  

a m b u la n c e

2  u n i t s  a t t e n d e d  

2  m a le s ,  2  f e m a le s

19 1 N /A 1 P r iv a te  h o m e C o n v u l s io n s o b s e r v e d

t r e a t m e n t  a t  A  & E

2  u n i t s  a t t e n d e d

3 m a le  o f f ic e r s

2 0 2 M 9 3 P r iv a te  h o m e S u s p e c te d  

b r o k e n  h ip

A s s i s t e d  w i th  

s t r e t c h e r

h u m o u r

r e a s s u r a n c e

21 1 M 5 0 s

N E S

P r iv a te  h o m e C h e s t  p a i n O x y - v i v a O f f i c e r s  a p p e a r e d  

n o n c h a l a n t  w i th  

p a t i e n t

2 2 3 M 8 0 s I H T C T  S c a n N /A N /A

2 3 3 M 8 0 s I H T C T  S c a n N /A N /A

2 4 3 M 7 0 s I H T C T  S c a n N /A N /A

25 3 M 8 0 s I H T C T  S c a n N /A N /A

2 6 3 F 7 0 s I H T C T  S c a n N /A N /A

2 7 3 F 6 0 s D is c h a r g e  

f r o m  N u r s in g  

H o m e

N /A N /A N /A

2 8 3 F 7 0 s I H T C T  S c a n N /A N /A

2 9 1 F 3 0 s P r iv a te  h o m e M is c a r r ia g e N /A 2 u n i t s  a t t e n d e d  - 3 

m a le  o f f ic e r s

3 0 2 M 15 F o o tb a l l

M a tc h

D is lo c a t io n / f r a c t  

u re  o f  e l b o w

C o m f o r te d

p a t i e n t / m o t h e r

f a l s e  h o p e  - d o c to r  

v e r y  r u d e

31 2 F 7 0 P r iv a te  H o m e S u s p e c te d  

b r o k e n  n e c k  o f  

f e m u r

N /A E x c e l l e n t  r a p p o r t  

w i th  p a t i e n t

3 2 2 F 4 0 s P r iv a te  h o m e E n d o c r in a l

c o n d i t io n

N /A H u m o u r

3 3 2 F 4 0 s A i r p o r t B a c k  p a in N /A H u m o u r

3 4 2 F 8 0 s N u r s in g  h o m e D e m e n t ia N /A H u g g in g  te c h n iq u e

3 5 2 F 7 0 s D is c h a r g e  to  

N u r s in g  h o m e

S u r g ic a l N /A N /A

3 6 1 M 7 5

N e s

P r iv a te  C lu b C h e s t  p a in O x y - v i v a P a t i e n t  t a lk e d  a b o u t  

W W 2

3 7 2 M 15 S c h o o l f r a c tu r e d

c la v ic a l

A s s i s t e d  w i th  

s p in e  b o a r d  a n d  

c o l la r

N /A

3 8 3 M 8 0 s Q R I  to  n u r s in g  

h o m e

R a d iu m

t r e a tm e n t

N /A b a n t e r

3 9 3 F 8 0 s Q R I  to  n u r s in g  

h o m e

R a d iu m

t r e a tm e n t

N /A b a n t e r  - F l i r t in g  

h u g g in g  t e c h n iq u e

4 0 3 F 8 0 s Q R I  to  n u r s in g  

h o m e

R a d iu m

t r e a tm e n t

N /A b a n t e r

F l i r t in g

h u g g i n g  t e c h n iq u e
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C a s e

N o
C o d e G e n d e r A g e

I n c i d e n t

/ D e s t i n a t i o n

C a s e

T y p e / C o n d i t i o n
O b s e r v e r N o te s

41 3 F 8 0 s Q R I  to  n u r s in g  

h o m e

R a d iu m

tr e a tm e n t

N /A b a n t e r

4 2 1 F 7 0 s

N E S

P r iv a te  h o m e C h e s t  p a i n N /A T a l k e d  a b o u t  

t e c h n ic a l  e x p e r t i s e

4 3 1 M 5 0 s F ire S m o k e

in h a la t io n /

H e a t  e x h a u s t i o n

N /A H a n d  o n  s h o u ld e r

4 4 1 M 2 0 s F ire S m o k e

in h a la t io n /H e a t

e x h a u s t i o n

N /A H a n d  o n  s h o u ld e r

4 5 2 F 6 0 s P r iv a te  h o m e s u s p e c te d  

f r a c tu r e d  a n k le

N /A C a lm  a n d  

r e a s s u r a n c e

4 6 1 F 2 0 s M V A S u s p e c te d  s p in a l  

in ju r y

N /A

4 7 1 F 3 0 s M V A S u s p e c te d  s p in a l  

in ju r y

N /A O f f ic e r s  u n a b l e  to  

c a lm  a n d  r e a s s u r e  

w o m a n

4 8 3 M 7 0 s D is c h a r g e N /A N /A N /A

4 9 3 M 8 0 s Q R I  to  h o m e N /A N /A G o o d  r a p p o r t  w i th  

p a t i e n t

5 0 3 M 1 0 2 D is c h a r g e N /A N /A N /A

51 3 F 7 0 s N u r s in g  H o m e  

to  p u b l ic  

h o s p i t a l

N /A N /A P a t i e n t  c o m p l im e n t  

a b o u t  s e r v ic e

52 3 M 6 0 s D is c h a r g e N /A N /A N /A

53 1 M 6 0 s S t r e e t U n c o n s c io u s

c o l la p s e /

I n to x ic a t io n

N /A A l te r c a t i o n  w i th  

p a t i e n t  - p o l ic e  

c a l le d

5 4 1 F 7 0 s

N e s

N u r s in g  h o m e D if f ic u l ty  

b re a th in g / ' 

C h e s t  p a in

O x y - v iv a

M o n i to r

V e r b a l  a f f e c t io n  

h u m o u r

55 1 M 6 0 s B o a r d in g

H o u s e

C h e s t  p a in O x y - v iv a n o n - ju d g e m e n ta l  

f r ie n d ly  b u t  c l in ic a l  

H u m o u r

5 6 1 M 2 0 s S t r e e t S u s p e c te d  h e a d  

in ju r y / in to x ic a t i  

o n

N /A O f f ic e r  u s e d  

p h y s ic a l  g e s tu r e  to  

c o m m a n d  r e s p e c t

5 7 2 M 7 0 s

N e s

P r iv a te  H o m e S u s p e c te d  

f r a c tu r e d  n e c k  

o f  f e m u r

S p o k e  to  w i f e k in d n e s s /g e n t l e n e s s

58 1 M 2 P r iv a te  H o m e C o n v u ls io n s N /A S u p p o r t i v e  o f  

m o th e r  

a m b o  te d d y

5 9 1 M 4 0 s V a c a n t

A l lo tm e n t

D if f ic u l ty

b r e a th in g

O x y - v iv a O b je c t iv i ty  

A f f e c t iv e  n e u t r a l i ty  

R o w d y  f r ie n d s  

v e r y  c a lm  a n d  

p r o f e s s io n a l

6 0 1 M 4 0 s

N e s

S t r e e t S u s p e c te d  h e a d  

in ju r ie s

O x y - v iv a T r i e d  to  c o n v i n c e  

p a t i e n t  to  g o  to  

h o s p i t a l

61 3 F 7 0 s P u b l ic  h o s p i ta l  

to  p r iv a te  

h o s p i t a l

N /A N /A
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C a s e

N o
C o d e G e n d e r A g e

I n c i d e n t

/ D e s t i n a t i o n

C a s e

T y p e / C o n d i t i o n
O b s e r v e r N o te s

6 2 3 F 7 0 s P u b l ic  to

P r iv a te

h o s p i t a l

N /A N /A H u m o u r

63 1 F 2 0 s P e d e s t r i a n

S tr u c k

H e a d  in ju r ie s H e ld  to r c h  a n d

c le a n e d

a m b u la n c e

P r o b le m s  w i th  o th e r  

c r e w

3 u n i t s  a t te n d e d  

5 m a le  o f f ic e r s  

1 f e m a le  o f f ic e r

6 4 1 F 2 0 s P e d e s t r i a n

S tr u c k

H e a d  in ju r ie s H e l d  t o r c h  a n d

c l e a n e d

a m b u la n c e

P r o b le m s  w i th  o th e r  

c r e w

3 u n i t s  a t te n d e d  

5 m a le  o f f ic e r s  

1 f e m a le  o f f i c e r

65 2 F N /A B a l l r o o m F le s h  w o u n d N /A N /A

6 6 2 F 2 0 s P r iv a te  H o m e L a b o u r N /A H u m o u r

R e a s s u r a n c e

6 7 2 M 3 0 s H o te l C u t  h a n d T id ie d  u p  a f t e r  

t r e a tm e n t

C a lm

R e a s s u r in g

6 8 1 M 2 0 s

N e s

C o n c e r t  H a l l U n c o n s c io u s

c o l la p s e

O x y - v i v a C o m m u n ic a t io n

D i f f i c u l t i e s

6 9 1 M 16 S tre e t C u t  h a n d B la n k e t O f f i c e r s  v e r y  f i rm  

a n d  d i r e c t iv e  b u t  

c o m p a s s i o n a te  

to w a r d s  v io le n t  

p a t i e n t

( P o l i c e  e s c o r t )

7 0 2 M 2 0 s S t r e e t  ( o u ts id e  

n ig h tc lu b )

in to x i c a t io n N /A P a t i e n t  s e m i 

c o n s c io u s

71 1 M 2 0 s N ig h tc lu b C o n v u l s io n s

in to x i c a t io n

C o m f o r t e d  f r ie n d s  

o x y - v iv a

7 2 3 F 8 0 s N u r s in g  H o m e N /A N /A V e r b a l  A f f e c t io n

73 3 F 4 0 s I H T S u r g ic a l N /A H u m o u r

C o m p a s s io n

7 4 1 M 6 0 s P r iv a te  H o m e C h e s t  p a i n N /A R a p p o r t  w i th  

r e l a t iv e s  

T o o k  t im e  to  

e x p l a in  p r o c e d u r e s

7 5 3 M 6 0 s I H T  ( e s c o r t ) N /A N /A F r ie n d ly  d o c to r

7 6 3 F 19 I H T D ia b e te s N /A P a t i e n t  s e m i 

c o n s c io u s

7 7 3 M 8 0 s D is c h a r g e  

f r o m  P r iv a te  

h o s p i t a l

N /A N /A

7 8 1 M 2 0 s S t r e e t /P e d e s t r i  

a n  s t r u c k

F a c i a l  in ju r ie s N /A O f f ic e r  v e r y  g e n t le  

w i th  p a t i e n t  

K in d  w i th  f r ie n d s

7 9 2 M 7 0 N u r s in g  H o m e S u s p e c te d

f r a c tu r e

N /A

8 0 3 F 5 0 s P r iv a te  h o m e N /A N /A H u m o u r

81 3 M 7 0 s D is c h a r g e N /A N /A N /A

8 2 3 F 8 0 s D is c h a r g e N /A N /A N /A

83 3 F 6 0 s P r iv a te  H o m e N /A N /A O f f ic e r s  a s k e d  

p a t i e n t  to  g e t  a  ta x i  

n e x t  t im e
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C a s e

N o
C o d e G e n d e r A g e

I n c i d e n t

/D e s t i n a t i o n

C a s e

T y p e / C o n d i t i o n
O b s e r v e r N o te s

8 4 1 F 7 0 s P r iv a te  h o m e D if f ic u l ty

b r e a th in g

N /A N /A

85 2 M 4 0 s I n d u s t r i a l  s i te F r a c tu r e N /A H u m o u r

R e a s s u r a n c e

8 6 2 F 3 0 s P r iv a te  H o m e B a c k  in ju r y A s s i s t e d  w i th  

s p in e  b o a r d

H u m o u r

8 7 2 M 2 0 s P a r k S u s p e c te d

f r a c tu r e

N /A O f f ic e r s  v e r y  c a s u a l

8 8 1 F 18 M V A F a c ia l  a n d  k n e e  

la c e r a t io n

T a l k e d  to  

n e ig h b o u r

8 9 1 F 18 M V A B r o k e n  r ib s C a r r ie d

e q u i p m e n t

9 0 3 F 7 0 s N u r s in g  H o m e N /A N /A N /A

91 3 F 7 0 s N u r s in g  H o m e N /A N /A N /A

9 2 3 F 8 0 s N u r s in g  H o m e N /A N /A N /A

93 2 F 4 0 s P r iv a te  h o m e S u rg ic a l N /A H u m o u r

9 4 1 M 7 P r iv a te  h o m e la c e r a t io n s  to  

le g  a n d  f a c e  

b lo o d  lo s s

P u t  e q u i p m e n t  

a w a y

9 5 2 F 6 0 s P r iv a te  h o m e P a m N /A C a lm e d  p a t i e n t

9 6 1 F 2 0 M V A S u s p e c te d  s p in a l  

in ju r ie s

C a r r ie d

e q u i p m e n t

9 7 1 M 2 0 M V A L a c e r a t io n  to  

h a n d

C a r r ie d

e q u i p m e n t

9 8 1 M 7 0 s P r iv a te  h o m e C h e s t  p a in N /A F r i e n d l y

C a lm

p r o f e s s io n a l

9 9 3 M 7 0 s N u r s in g  h o m e N /A N /A N /A

1 0 0 J M 6 0 s N u r s in g  h o m e N /A N /A N /A

101 3 F 7 0 s N u r s in g  h o m e N /A N /A N /A

1 0 2 3 F 8 0 s N u r s in g  h o m e N /A N /A N /A

103 3 F 8 0 s N u r s in g  h o m e N /A N /A N /A

1 0 4 3 F 8 0 s N u r s in g  h o m e N /A N /A N /A

105 2 M 5 0 s P r iv a te  h o m e C h e s t  p a in N /A C a l le d  p o l ic e  

r e l a t iv e  p o te n t i a l ly  

v io le n t

1 0 6 1 M 6 0 s P r iv a te  h o m e C h e s t  p a in C a r r i e d

e q u i p m e n t

T a l k e d  to  r e la t iv e s

e x p l a in e d

p r o c e d u r e s

1 0 7 1 M 2 0 s S tre e t -

P e d e s t r i a n

S t r u c k

I n to x ic a t io n

b r u is in g

N /A O f f ic e r s  v e r y  

b r u s q u e  w i th  

p a t i e n t  a n d  f r ie n d

1 08 1 F 11 M V A B r u is in g N /A R e la t iv e s

i n to x i c a te d

1 0 9 1 M 2 0 s A e r ia l

a m b u la n c e

N /A N /A N /A

1 1 0 1 F 4 0 s A e r ia l

a m b u la n c e

N /A N /A N /A
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L IS T  O F  T O P  E M O T IO N A L  S T R E S S O R S  W IT H IN  

A M B U L A N C E  W O R K

T h e  m a jo r  e m o tio n a l s tre s s o rs  a s so c ia te d  w ith  o p e ra tio n a l a m b u la n c e  w o rk  in c lu d e :

•  d e a th  o r  se r io u s  in ju ry  o f  a  fe llo w  c o lle a g u e  in  th e  lin e  o f  d u ty

•  su ic id e  o f  a  fe llo w  o ff ic e r

•  m u ltip le  c a s u a lty  in c id e n ts

•  d e a th  o r  se r io u s  in ju ry  to  c h ild re n

•  a tte n d in g  sc e n e s  w h e re  a  v ic tim  is k n o w n  to saff, o r re m in d s  s ta f f  o f  a  k n o w n /lo v e d  

o n e

• situations that threaten the life or safety of staff

• situations that entail prolonged rescue work

•  s i tu a tio n s  th a t a ttra c t u n d u e  a n d /o r  c r itic a l m e d ia  a tte n tio n

•  s itu a tio n s  th a t  p la c e  h e a v y  a n d  im m e d ia te  re s p o n s ib il ity  o n  s ta f f  fo r  th e  s a v in g  o f  

liv e s

•  d e a lin g  w ith  b o d y  p a rts

•  re s p o n d in g  to  m a n y  d if f ic u l t  s i tu a tio n s  in  a  sh o rt sp ac e  o f  tim e

•  a n y  in c id e n t in  w h ic h  th e  c irc u m s ta n c e s  a re  so u n u su a l o r  th e  s ig h ts  a n d  s o u n d s  so  

d is tre s s in g  as to  p ro d u c e  a  p ro n o u n c e d  im m e d ia te  o r  d e la y e d  e m o tio n a l re a c tio n .
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E X C E R P T  F R O M  R E P O R T  IN T O  Q U E E N S L A N D  A M B U L A N C E  S E R V IC E S

C O N C L U S I O N S  A N D  R E C O M M E N D A T I O N S  -  P E R S O N N E L  S U P P O R T

T h e  C o m m i t t e e  b e l i e v e s  t h a t  p e r s o n n e l  s u p p o r t  s e r v i c e s  a r e  n e c e s s a r y  t o  m a i n t a i n  a n  e f f i c i e n t  a n d  

e f f e c t i v e l y  f u n c t i o n i n g  g r o u p  o f  e m e r g e n c y  s e r v i c e  w o r k e r s .  D u r i n g  m e e t i n g s  w i t h  a m b u l a n c e  s t a f f  

t h r o u g h o u t  t h e  S t a t e ,  t h e  C o m m i t t e e  f o u n d  th a t  a c c e s s  to  s u p p o r t  s e r v i c e s  f o r  a m b u l a n c e  p e r s o n n e l  is  

u r g e n t l y  n e e d e d .  P e r s o n n e l  s u p p o r t  p r o g r a m m e s  n e e d  t o  ta k e  a  v a r i e t y  o f  f o r m s  t o  c a t e r  f o r  d i f f e r e n t  

t y p e s  a n d  l e v e l s  o f  n e e d .

T h e  f i r s t  c o m p o n e n t  o f  a  p e r s o n n e l  s u p p o r t  p r o g r a m m e  i s  e d u c a t i o n ,  b o t h  a t  t h e  i n i t i a l  r e c r u i t  t r a in in g  

s t a g e  a n d ,  o n  a  c o n t i n u i n g  b a s i s ,  t o  d e a l  w i t h  s t r e s s  r e c o g n i t i o n ,  i t s  e f f e c t s  a n d  m e t h o d s  o f  r e d u c i n g  

i t .

R e c o m m e n d a t i o n  S i x t y - f o u r

6 4 .1  A m b u l a n c e  o f f i c e r  e d u c a t i o n  s h o u l d  in c lu d e  s u c h  m a t t e r s  a s  c o m m u n i c a t i o n  s k i l l s ,  r e c o g n i t i o n  

o f  c r i t i c a l  i n c i d e n t  s t r e s s  a n d  s t r e s s  r e s p o n s e s ,  a n d  a i m s  a n d  p u r p o s e  o f  c o u n s e l l i n g  s e r v i c e s  

a s  a  m e a s u r e  t o  m i n i m i s e  t h e  a d v e r s e  e f f e c t s  o f  o c c u p a t i o n a l  s t r e s s .

6 4 . 2  A n  e d u c a t i o n  p r o g r a m m e  a i m e d  a t  p r o m o t i n g  a  b e t t e r  u n d e r s t a n d i n g  o f  t h e  c a u s e s  a n d  

c o n s e q u e n c e s  o f  s t r e s s  in  a m b u l a n c e  w o r k  s h o u l d ,  b e  d i r e c t e d  to  e x i s t i n g  o p e r a t i o n a l  s t a f f ,  

s e n i o r  m a n a g e m e n t  s t a f f  a n d  s p o u s e s / p a r t n e r s  o f  a m b u l a n c e  o f f i c e r s .

T h e  s e c o n d  c o m p o n e n t  o f  a  p e r s o n n e l  s u p p o r t  p r o g r a m m e  is  in t e r v e n t i o n  f o l l o w i n g  a  m a j o r  in c i d e n t .  

T h e r e  a r e  a  n u m b e r  o f  m o d e l s  f o r  s u c h  i n t e r v e n t i o n s ,  w h i c h  g e n e r a l l y  c o m p r i s e :

a n  in i t i a l  " d e f u s i n g " ,  i n v o l v i n g  a n  u n s t r u c t u r e d  d i s c u s s i o n  o f  t h e  e v e n t s  o f  a  c r i t i c a l  in c i d e n t  

w i t h i n  a  f e w  h o u r s  o f  it  o c c u r r i n g ,  l e d  b y  a  t r a in e d  s t r e s s  d e b r i e f e r .  T h i s  s h o u l d  i n c l u d e  o n l y  

t h o s e  o f f i c e r s  m o s t  a f f e c t e d ,  a n d  m a y  c i r c u m v e n t  t h e  n e e d  f o r  a  f u l l  f o r m a l  d e b r i e f i n g ;

a  f o r m a l  C I S  d e b r i e f i n g ,  l e d  b y  a  s p e c i a l l y  t r a in e d  t e a m  o f  m e n t a l  h e a l t h  p r o f e s s i o n a l s  

c o m b i n e d  w i t h  p e e r  s u p p o r t  p e r s o n n e l ,  a n d  i n v o l v i n g  a  p s y c h o l o g i c a l  a n d  e d u c a t i o n a l  g r o u p  

d i s c u s s i o n .  T h i s  p r o c e s s  s h o u l d  b e  a im e d  a t  l e s s e n i n g  t h e  i m p a c t  o f  d i s t r e s s i n g  c r i t i c a l  

i n c i d e n t s  o n  t h e  o f f i c e r s  a n d  h a s t e n i n g  r e c o v e r y  f r o m  s u c h  a n  e v e n t  b e f o r e  a d v e r s e  s t r e s s  

r e a c t i o n s  d a m a g e  t h e  p e r f o r m a n c e ,  c a r e e r ,  h e a l t h  a n d  f a m i l i e s  o f  a m b u l a n c e  o f f i c e r s .  T h i s  

d i s c u s s i o n  m a y  t a k e  s e v e r a l  h o u r s  a n d  s h o u ld  b e  s e e n  to  b e  c o n f i d e n t i a l .  R e s e a r c h  s u g g e s t s  

t h a t  s u c h  a  p r o c e s s  s h o u l d  l a k e  p l a c e  w i t h in  o n e  to  t h r e e  d a y s  o f  t h e  e v e n t  t o  b e  m o s t  

e f f e c t i v e .

T h e s e  d e b r i e f i n g s  m a y  o r  m a y  n o t  b e  h e l d  a s  c o m b i n e d  e m e r g e n c y  s e r v i c e s  e v e n t s ,  b u t  m u s t  n o t  b e  

m is t a k e n  f o r  o p e r a t i o n a l  d e b r i e f i n g s ,  w h i c h  s h o u l d  b e  c o m b i n e d  s e r v i c e  e v e n t s .

T h e  C o m m i t t e e  h a s  f o u n d  t h a t  t h e r e  a r e  n u m e r o u s  m o d e l s  s u i t a b l e  f o r  u s e  in  d e v e l o p i n g  a  C I S D  

p r o g r a m m e .  T h e  u s e  o f  p e e r  s u p p o r t  o f f i c e r s  i s  r e g a r d e d  a s  a  n e c e s s a r y  c o m p o n e n t  o f  a n y  p r o g r a m m e ,  

a s  t h e y  m a y  b e  a b l e  t o  u s e  a  l o w  k e y  a p p r o a c h  w i t h  c o l l e a g u e s  t o  p r o v i d e  s u p p o r t  a t  a  t i m e  o r  p l a c e  

w h e n  p r o f e s s i o n a l s  a r e  e i t h e r  u n a v a i l a b l e  o r  u n w a r r a n t e d .
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Q A S  S T R U C T U R E  O R G A N IS A T IO N  C H A R T
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R e g io n  R e g io n  R e g io n  R e g io n  R e g io n  R e g io n

3 4  5

Q A S  R e g io n s

1 F a r  N o r th  R e g io n

2 N o r th e rn  R e g io n

3 C e n tra l  R e g io n

4 S o u th  W e s t

5 N o rth  C o a s t

6 M e tro p o lita n

7 S o u th  E a s t

Source: Bureau of Emergency Services, 

Annual Report 1993-94.
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C o m m a n d  a n d  C o n tro l A d r ia n

CHAPTER TH IR TY  S IX

COMMAND A N D  C O N TR O L

In tro d u c tio n

3601 . R elevant legislation requires the Q ueensland Am bulance Service (QAS) to 

perform certain functions, and that structures be put in place to ensure there 

is supervision through the organisation.

3602 . Com m and and control is the m anagem ent approach that ensures objectives

are  achieved and plans becom e reality through processes of review and 
control.

A im

3603 . T h e  aim of this Chapter is to outline the need for com m and and control.

R e s p o n s ib ilit ie s

3604 . Ultim ately the Commissioner Q A S is responsible through the D irector-

G eneral of Queensland Emergency Services (QE S) to the Minister, although 

the Comm issioner may delegate responsibility through recognised levels of 

the  organisation which:

a. are responsible for the developm ent of policy, strategies and goals

(e.g. Deputy Commissioners, Assistant Com m issioners, Managers 

and Medical Director);

b. integrate resources, personnel and information to ensure the goals of 

the Service are met (e.g. Assistant Com m issioners, M anagers, District 

Superintendents); and

c. are concerned with the efficient and econom ical operation of a

specific functional a rea  (e.g. Station O ffic e rs -in -C h a rg e  (OIC),

Training Officers).

N eed  fo r  C o m m a n d  a n d  C ontro l

3605 . Com m and and control is necessary to ensure that legislative, organisational

and community expectations are met. Th is  is reflected in the goals of the 

Q A S  and in particular applies to the following areas:

3 6 - 1



C o m m a n d  a n d  C on tro l Admin

a. Efficient and effective initial pre-hospital care which is:

(1) timely

(2) appropriate to the needs of the patient

(3) of a  high quality

(4) equitably available;

b. Specialised patient transport;

c. Public education;

d. Expert advice on am bulance transport and the treatm ent of patients;

e. Effective personnel support; and

f. Developm ent and delivery of appropriate training.

C h a in  o f  C o m m and

3606 . T h e  chain of command is exhibited in the organisational structure and

reflects the Commissioner's response to legislative requirements, missions 

and goals, and enhances the necessary supervision of the system. An 

outline of the organisational structure of the Q AS is at C h a p te r 3 o f th e  

A d m in is tra tio n  M anu al, Q A S  O rg an isa tio n  R o les  an d  F u n ctio n s .
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C o m m a n d  a n d  C o n tro l Admin

C H A PTER  TH IR TY  EIG HT

CHAIN  O F COM M AND

In tro d u c tio n

3801 . To  ensure the operations of the Queensland A m bulance Sen/ice  (QAS) 

function in an effective and efficient manner, it is im perative that the formal 

chain of com m and is adhered to at all times. A dheren ce  to the established 

chain of com m and is one of the fundam ental principles of m anagem ent 

needed  to maintain an effective control m echanism  for an organisation as 

large and as widely dispersed as the QAS.

A im

3 002 . T h e  aim  of this C hapter is to detail the requirem ent for Q AS officers to

adh ere to the established organisational chain of com m and.

G e n e ra l

3 003 . T h e  establishm ent of formal organisational structures creates definitive

m anagem ent and supervisory channels of com m unication. Such structures 

encom pass set tiers of com mand and control and allow for functions to be 

perform ed at appropriate levels o f responsibility. It is important that 

com m unication channels are kept open to ensure the tim ely passage of 

information and directives. The flow of information will lead to effective 

decision making and provide for optimum and tim ely planning and support.

3 004 . T h e  organisational structure of the Q AS into defined regions and areas of

responsibility effectively permits local m atters to be m anaged at the 

appropriate local level. In turn, the structure also provides for referral of 

information for higher decision or direction.

3 005 . A dherence to the chain of com m and must be applied with a  common sense

approach: it must be m ade to work and, alternatively, it must be flexible 

enough to allow the chain to be circumvented w hen the need arises. It is 

permissible to b y -p ass  the chain of com m and in the following 

circumstances:

3 8 - 1



C o m m a n d  a n d  C o n tro l Admin

3006 .

3007 .

O rd e rs  a n d

3008 .

3009 .

C o n c lu s io n

3010.

a. W here operational imperatives are such that adherence to the chain 

of command may cause or impose unnecessary risk to persons or 

property.

b. W here a  direction is received to provide information, or report directly 

to a  higher level.

c.- If the immediate superior is absent or otherwise unavailable.

d. In circumstances of sexual harassm ent involving an immediate 

superior.

e. W here a grievance exists against an imm ediate superior.

f. W here time fram es or deadlines necessitate such action.

W h ere  the chain of command is by-passed for reasons other than sexual 

harassm ent or grievance, it is appropriate that the person by-passed is 

informed of the matter, and the reason the chain of com m and was by

passed, as soon as practicable.

Complaints of sexual harassm ent or grievance against an immediate 

superior are to be directed to the next higher authority above the person 

against whom the complaint has been made.

D irec tiv e s

O rders and directives are  usually written but may be received verbally. A  

verbal directive will always override a  written directive and w here more than 

one verbal directive is received, the directive from the higher authority will 

take precedence. W here a  conflict occurs, the officer involved should m ake 

the authority issuing the most recent order aware of the problem and m ake 

all endeavours to clarify the situation.

Form al directives or orders must be obeyed. Failure to obey an order or 

directive from a  superior officer m ay lead to disciplinary action.

To ensure the Q AS operates in accordance with its role and functions and at 

the expected professional standards, it is necessary that all officers adhere 

to the established chain of command.

3 8 - 2
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C O U N T R Y  
A M B U L A N C E  
SERVICE -
A FAMILY AFFAIR

Off icer-lnCharge Steve McIntyre; "It  has its ups 

and downt but  I wouldn't  be doing anything else."

/)
*  f

K n o w n  i i m p l y  a s  “ S t e v i e ”  b y  a l m o s t  a l l  

o f  t h e  1 5 0 0  i n h a b i t a n t s  in  a n d  a r o u n d  t h e  

N o r t h  Q u e e n s l a n d  c o m m u n i t y  o f  G i r u ,  

S t e v e  M c I n t y r e  s y m b o l i s e s  t h e  

i r r e p l a c e a b l e  r o l e  p l a y e d  b y  A m b u l a n c e  

O f f i c e r s  a n d  t h e i r  f a m i l i e s  in  m a n y  

i s o l a t e d  c o m m u n i t i e s .

L i k e  m a n y  o f  h i s  c o l l e a g u e s ,  S t e v e  a n d  

h i s  f a m i .y  p r o v i d e  a l m o s t  a l l  o f  t h e  

h e a l t h c a r e  n e e d s  o f  t h e  c o m m u n i t y .

S t e v e ’ s  c a r e e r  h a s  b e c o m e  a n  e x a m p l e  

f o r  h i s  e n t i r e  f a m i ly .

T h e  ‘ b l a c k  s h e e p ”  in  t h e  M c I n t y r e  

f a m i ly  is  s o n  D a r r e n ,  b e c a u s e  h e  i s  th e  

o n l y  o n e  n o t  i n v o l v e d  w i t h  t h e  a m b u l a n c e  

s e r v i c e  c r  h e a l t h c a r e  c o m m u n i t y .

S t e v e ’s  w i f e  H e l e n  h a s  b e e n  a n  

h o n o r a r y  o f f i c e r  f o r  s i x  y e a r s ,  a n d  w o r k s  

s e v e n  d a y s  a  w e e k  a s  S t e v e ’s  s e c o n d  

o f f i c e r  f o r  a l l  e m e r g e n c i e s .

T h e i r  s o n ,  G r a h a m  is  O f f i c e r - I n -  

C h a r g e  o f  t h e  C a r m i l a  A m b u l a n c e  S t a t i o n ,  

d a u g h t e r  P e t r i z e  is  a  t h i r d  y e a r  n u r s e ,  a n d  

a t  17  y e a r s  o f  a g e ,  t h e i r  d a u g h t e r  

B e r n a r d i n e  h e l p s  w h e r e v e r  s h e  c a n  a t  t h e  

s t a t i o n ,  a n d  c a n ’t  w a i t  to  b e c o m e  a n  

a m b u l a n c e  o f f i c e r .

G ir u  H e a it h  S e r v ic e s

I f  y o u  a s k  S t e v e  w h a t  h e a l t h c a r e  

s e r v i c e s  a r e  a v a i l a b l e  in  G i r u ,  t h e  a n s w e r  

i s  b r i e f :  “ T h e  Q u e e n s l a n d  A m b u l a n c e  

S e r v i c e . ”

“ T h e  B lu e  N u r s e s  c o m e  t w i c e  a  w e e k  

a n d  t h e  d o c t o r  c o m e s  o n c e  a  w e e k  f r o m  

A y r ,  a n d  th e r e  is  a  w e l f a r e  c l i n i c  f o r  t h e

c h i l d r e n  t w i c e  a  m o n t h , ”  h e  e x p l a i n e d .

“ M o s t  o f  t h e s e  p e o p l e  u s e  t h e  Q A S  

s t a t i o n  f a c i l i t i e s ,  a n d  t h a t  i s  a l l  t h e r e  is .

“ G i r u  is  4 5  m i n u t e s  f r o m  T o w n s v i l l e ,  

a n d  3 0  m i n u t e s  f r o m  A y r ,  a n d  i f  a n y o n e  is  

i n  a  l i f e  t h r e a t e n i n g  s i t u a t i o n ,  w e  a r e  t h e  

o n l y  p e o p l e  w h o  c a n  h e l p  t h e m . ”

M o t iv a t io n

S t e v e  h a d  n o  i n t e n t i o n  o f  b e c o m i n g  a n  

a m b u l a n c e  o f f i c e r  w h e n  h e  w o r k e d  a s  a  

y o u t h  a t  t h e  G i r u  m i l l ,  u n t i l  h e  w i t n e s s e d  a  

h o r r i f i c  a c c i d e n t  a n d  f o u n d  h i m s e l f  u n a b l e  

to  p r o v i d e  e v e n  b a s i c  f i r s t  a i d  f o r  t h e  

v i c t i m .

“ I  s a w  a  n i n e - y e a r - o l d  b o y  r u n  o v e r  

a n d  j a m m e d  b e t w e e n  t h e  r e a r  w h e e l s  o f  a  

t r u c k .  I r a n  o v e r  t o  h e l p  b u t  w h e n  I g o t  

o v e r  t h e r e  I r e a l i s e d  I d i d n ’ t  k n o w  

a n y t h i n g  a b o u t  f i r s t  a i d  a n d  I c o u l d n ’ t  d o  

a n y t h i n g  t o  h e l p , ”  h e  e x p l a i n e d .

“ I h a d  a  f e e l i n g  o f  a b s o l u t e  

h e l p l e s s n e s s  a n d  a  b i t  o f  d i s g u s t  m i x e d  in  

w i t h  i t. T h e  b o y  d i e d  t h e r e  a n d  I d e c i d e d  

t o  d o  s o m e t h i n g  a b o u t  i t . ”

S t e v e  i s  a l s o  t h e  f o u n d i n g  P r e s i d e n t  o f  

t h e  G i r u  b r a n c h  o f  t h e  Q u e e n s l a n d  C a n c e r  

F u n d ,  a n d  h e  a n d  H e l e n  s p e n d  a  g r e a t  d e a l  

o f  t i m e  c a r i n g  f o r  c a n c e r  p a t i e n t s .

In  a  r e c e n t  c a s e ,  H e l e n  a n d  S t e v e  

n u r s e d  a  t e r m i n a l l y  il l  p a t i e n t ,  w h o  a s k e d  

t h a t  h i s  f a m i l y  n o t  b e  p u t  t h r o u g h  t h e  

t o r m e n t  o f  w a t c h i n g  h im  d i e .

“ T h e  f a m i l y  m a d e  a  p r o m i s e  t h a t  h e  

w o u l d  n o t  h a v e  t o  d i e  in  h o s p i t a l ,  b u t  t h e y  

d i d  n o t  r e a l i s e  t h e  s i z e  o f  t h e  t a s k  t h e y  h a d

t a k e n  o n , ”  S t e v e  e x p l a i n e d .

“ W h e n  t h e y  c a m e  t o  u s  t h e y  w e r e  in  

t e a r s  a n d  t h e y  w e r e  l o s t .

“ H e l e n  a n d  I  g o t  t o  k n o w  t h e s e  p e o p l e  

v e r y  w e l l  in  t h e  e n d .  Y o u  d o n ’ t h a v e  to  

h a v e  p e o p l e  s a y  t h a n k  y o u  b e c a u s e  i t  i s  in  

t h e r e  e y e s ,  a n d  y o u  k n o w . ”

S a v in g  L iv e s

R e c e n t l y ,  a f t e r  s a v i n g  a n  18  y e a r  o ld  

g i r l  w i t h  a  h e a r t - s t a r t i n g  d e f i b r i l l a t o r ,  

S t e v e  s e t  o u t  t o  r a i s e  e n o u g h  m o n e y  f o r  a  

s e c o n d  m a c h i n e  a t  t h e  s t a t i o n .  W i t h i n  

s e v e n  w e e k s  h e  h a d  a c h i e v e d  h i s  g o a l .

“ S h e  w a s  a l m o s t  d e a d  w h e n  w e  

a r r i v e d ,  a n d  w o u l d  n e v e r  h a v e  m a d e  i t  t o  

T o w n s v i l l e  w i t h  o u t  o u r  h e l p , ”  h e  

e x p l a i n e d .

“ T o d a y  s h e ’ s  w a l k i n g  a r o u n d  a g a i n  

a n d  t h a t  i s  o n e  o f  t h e  h i g h l i g h t s  o f  t h e  j o b .

“ T h a t ’ s  w h y  I j u s t  l o v e  w h a t  I ’ m  

d o i n g ,  i t  i s  a  p r e t t y  g o o d  f e e l i n g .

“ I t  h a s  i t s  u p s  a n d  d o w n s  b u t  I 

w o u l d n ’ t b e  d o i n g  a n y t h i n g  e l s e .

“ M y  b i g g e s t  a m b i t i o n  w a s  t o  b e  

a  c o n s t r u c t i v e  p a r t  o f  t h e  a m b u l a n c e  

s e r v i c e  a n d  a  c o n s t r u c t i v e  p a r t  o f  t h e  

c o m m u n i t y ,  a n d  I t h i n k  o u r  f a m i l y  h a s  

d o n e  t h a t . ”

S t e v e  a n d  H e l e n  h a v e  a  s i m p l e  

a m b i t i o n  t o  w o r k  in  a  t w o  o f f i c e r  s t a t i o n  

s o m e w h e r e  in  r u r a l  Q u e e n s l a n d , ,  w h e r e  

H e l e n  c a n  b e c o m e  a  f u l l y  f l e d g e d  

a m b u l a n c e  o f f i c e r ,  a n d  t h e  f a m i l y  c a n  

c o n t i n u e  t h e i r  d e d i c a t i o n  t o  t h e  h e a l t h c a r e  

o f  l o c a l  r e s i d e n t s .
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C o m m a n d  a n d  C o n tro l A d m in

CHA PTER FO RTY TW O  |

D ISC IPLIN E

In tro d u c tio n

4201 . TTie conduct and behaviour of Am bulance Officers is to be beyond reproach 

and in accordance with the professional expectations of the community they 

serve. This applies both whilst on or off duty and w hether uniform is worn or 

not. Officers should conduct them selves in a  m anner befitting their uniform. 

Th ey  remain am bassadors for the QAS. It is in the interest of all officers 

that the public im age of the Q AS  is preserved. W hile discipline is generally 

a  last resort, it is necessary to deal with instances w here wilful breaches of 

Q A S  policy or procedures are proven to have occurred.

4202 . All officers, particularly those in supervisory positions, are  to familiarise 

them selves with this policy and ensure that its provisions are observed. 

Failure to comply with the provisions of this policy m ay be grounds for 

disciplinary action in itself.

4203 . This Chapter is to be read in conjunction with C h a p te rs  3 7  an d  39 o f th e  

H u m an  R esou rce  M anual, M a n a g e m e n t o f D im in ish ed  P e rfo rm a n c e  and  

P e rfo rm a n c e  M an a g e m e n t an d  D e v e lo p m e n t

A im

4204 . Th e  aim of this Chapter is to detail the discipline policy for officers of the 

Q AS.

D IS C IP L IN E

D e fin itio n

4205 . Disciplinary action includes establishm ent of the grounds^on which an officer 

can be charged, the procedures involved, the consequences which m ay 

follow and the rights of the officer including the right to a  hearing and an 

appeal.

42-1
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G ro u n d s  fo r  D isc ip lin a ry  A ction

4206. An officer of the Q AS  is liable to disciplinary action upon any of the following

grounds being shown to exist:

a . Incom petence or inefficiency in the discharge of duties.

b.. Negligence, carelessness or indolence in the discharge of duties.

c. W ilful failure to comply with any policy or procedural requirements

issued by the Commissioner QAS.

d. A bsence from duty except:

(1) upon leave duly granted;

(2) with reasonable cause.

e. W ilful failure to comply with a  lawful direction of the Comm issioner or 

another person having authority over the officer.

f. Misconduct. Misconduct for these purposes m eans:

(1) Disgraceful or improper conduct that shows unfitness to be or

continue as an officer of the QAS;

(2) Behaviour that does not satisfy a  standard of behaviour 

generally expected of officers of the Q AS.

4207 . W h ere  a  District Superintendent or above has reason to believe that officers

are  liable to disciplinary action, officers m ay be charged. The District 

Superintendent (or equivalent) is responsible for initiating all disciplinary 

processes on notification of possible grounds for disciplinary action.

S tre s s

4 2 0 8 . W h ere  disciplinary action is considered, in accordance with this policy,

consideration should be given to w hether the behaviour of the officer is 

stress related. If the District or Regional C om m ander has reason to believe 

that the behaviour of the em ployee is stress related, the em ployee is to be 

referred for stress counselling. Prior to any disciplinary action being 

instigated, the counsellor shall be consulted as to the appropriateness of 

disciplinary action being progressed.
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M ed ica l E x a m in a tio n

4209. W h ere  action against an officer is contem plated on the grounds of absence 

from duty, the Commissioner may appoint a  m edical practitioner to examine 

the officer and report upon the officer's mental or physical condition. The 

Com m issioner may direct the officer to submit to a  medical examination.

A u th o rity  to  L a y /H e a r C h arg es

4210. C harges may be laid by an officer of at least District Superintendent (or

equivalent) rank. Charges are heard by an Assistant Comm issioner (or 

equivalent) except as defined in para. 4215.

C h arg in g  P ro c e d u re

4211. Officers against whom a  charge is m ade are to be furnished with a  copy of

the charge, together with any written evidence. Officers will be required to 

state in writing, within 14 days of the date of receipt of the charge, whether 

they adm it or deny the charge, and to give any explanation in writing which 

they  wish to furnish in answer to the charge. Th e  form of the charge is to 

be in accordance with Annex A.

4212. W h ere  a  charge has been m ade against an officer and a  written reply from 
the charged officer has been received, or no written reply to the charge is 

received within 14 days of the date of receipt of the charge by that officer, a 

decision is to be m ade as to w hether to proceed with the charge.

4213. W h ere  the charge is proceeded with, the District Superintendent is to

forward a  written report along with the written reply, if any, from the officer 

charged, as well as any other relevant m aterial, to the Assistant 

Com m issioner.

4214. For officers of Central Office or the Am bulance Officer Training Centre, the

responsible officer to receive such materials is Deputy Commissioner 

Planning and Support and M anager, Training and Developm ent, respectively. 

Officers charged while on a  course of instruction or otherw ise absent on duty 

from their normal place of duty, will have the report referred to their own 

Assistant Commissioner.
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H ea rin g  P ro c e d u re

4215 . If the Assistant Commissioner is satisfied that the charge is to be proceeded 

with, then the charged officer is to be advised of the hearing date. W here  

the Assistant Com m issioner believes that the conduct outlined in the charge 

is of such a  serious nature as to warrant the consideration o f dismissal as 

punishment, then the charge is to be referred to the Commissioner. All 

re levant documents are to be forwarded to the Com m issioner who will then 

proceed with the charge. Otherwise, the Assistant Comm issioner is to 

proceed with the hearing which must take place no later than 28  days after 

the officer is notified of the charge, unless by mutual agreem ent.

4216 . T h e  Assistant Com m issioner is to ensure that the officer charged receives all 

re levant documentation, including the District Superin tendents  report, at 

least seven (7) days before the hearing and is notified of the timing, location 

and other administrative arrangements. The charged officer is to be 

provided with all reasonable assistance to prepare for the hearing, including 

tran sp ort

4 2 1 7 . Th e  officer charged is to be heard before the Assistant Comm issioner and 

has a  right to be accom panied by a  Union Official at the hearing of the 

charge. If the Assistant Commissioner is satisfied that the charge is proven, 

the Assistant Com m issioner is to be provided with the previous record of the 

officer charged prior to determining sentence. Previous disciplinary matters, 

or the absence of any during the part two years, m ay be taken into account.

4 2 1 8 . An Assistant Com m issioner may also lay charges. Th e  process of deciding 

to proceed with a  charge and hearing it, is as specified in paras. 4211 to 

4 2 1 7  except that it is the Commissioner who is the responsible person.
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P o w e rs  o f P u n is h m e n t

4219. T h e  Hearing Officer will determine the nature of punishm ent to be Imposed

and provide a  written Order. Powers of punishment are:

A s s is ta n t C o m m iss io ner C o m m is s io n e r

Reprim and Reprim and

A  deduction from the officer's salary 

of an am ount not exceeding two 

penalty units. Penalty units 

deducted shall be effected in the 

first pay period following the proving 

of the charge.

A  deduction from  the officer's salary 

of an am ount not exceeding five 

penalty units to be effected over 

not less than three pay periods.

Dismissal

4220 . A  penalty unit is defined as a  pro rata portion of an officer's basic wage. 

T h e  am ount of a  penalty unit m ay vary from tim e to tim e.

Im p le m e n ta tio n  o f an O rd er

4 2 2 1 . W h ere  an appeal is instituted in respect of the disciplinary action, an order 

m ust not be implemented until after the determ ination of the appeal or the 

withdrawal of the appeal (whichever occurs sooner).

4222 . W h ere  an appeal is not instituted, an order must not be implemented until 

the tim e in which an appeal may be instituted has expired. T h e  time allowed 

for appeal will be advised in writing by the Hearing Officer at the time of 

imposing a  punishment.
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S u s p e n s io n  o f an  O ffic e r

4223. T h e  Com m issioner m ay suspend an officer where:

a. It appears on reasonable grounds to the Com m issioner that an officer 

of the Q AS is liable to disciplinary action or is suspected of 

involvement in circumstances such that the proper and efficient 

discharge of the functions of the Com m issioner or of the Q A S  might 

be prejudiced if the officer's services are continued.

b. An officer is charged in Queensland with having com mitted an 

indictable offence or is charged elsew here with having committed an 

offence which, if it had been committed in Q ueensland, would have 

been an indictable offence.

4224 . A n  officer suspended from duty, who is not entitled to salary for the period of 

suspension, and who resumes duty upon the lifting of the suspension, is 

entitled to receive a  sum equivalent to the am ount of salary payable had the 

officer not been suspended, diminished by the am ount of salary or fees (if 

any) to which the officer becam e entitled from any other source during the 

period of suspension, unless the Comm issioner otherwise determ ines.

4 225 . A  suspension m ay be lifted at any time by the Com m issioner. Any

suspension is to be ended as soon as a  decision is m ade regarding the

officer under suspension.

R e c o rd s  o f  D is c ip lin a ry  A c tio n

4226 . W h ere  an officer is punished, the notation of such punishment on his/her

personal record shall not be considered after two years  in the case of any 

form  of punishment other than dismissal or reduction in level of salary, 

unless further disciplinary charges have been upheld within that two year 

period.

4 227 . All records relating to dismissed charges shall be m arked "C H A R G E

D IS M IS S E D " before being removed from the record. Records of charges

and punishments are required to be held on file for periods as determ ined by 

G overnm ent requirements.
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AP P E A L S  A G A IN S T  D IS C IP L IN E

A p p e a ls

4228 . An officer against whom disciplinary action has been taken, or an officer who 

has been suspended from duty without salary, m ay appeal in writing against 

the decision or the severity of the punishment through the chain of command 

to the Com m issioner Q A S  who must ensure such appeal is considered 

within seven days. If the appellant is still dissatisfied with the 

Com m issioner’s finding, he/she m ay further appeal to the Commission for 

Public Sector Equity.

C o m m is s io n e r fo r  P u b lic  S e c to r E q u ity

4 229 . As the Q AS  is now subject to Public Sector conditions, a  further system for 

disciplinary appeals apply. This system includes the Com m issioner for 

Public Sector Equity who is one of the three Com m issioners of the Public 

S ector M anagem ent Commission which administers such conditions.

4 2 3 0 . Th e  Com m issioner, or the Commissioner’s delegate, has the responsibility to 

hear and determ ine appeals by officers of the Q A S with regard to proposed 

disciplinary action other than dismissals.

N o te : In th e  re m a in d e r o f th is  C h ap ter the  te rm  " C o m m is s io n e r ’’ re fe rs  to th e

C o m m is s io n e r fo r P u b lic  S ec to r E quity .

D is m is s a ls

4 2 3 1 . A ppeals  in relation to d is m is s a ls  are heard by the Industrial Commission.

Appellants should contact their Union or the Industrial R egistrar for advice 

on the procedures to be followed to have an appeal against dismissal heard 

by the Industrial Commission.

B a s is  o f A p p e a l

4 2 3 2 . In the case of punishments o th er than  d is m is s a l, an appeal m ay relate to:

a . the decision to discipline the employee; and /or

b. the nature of the punishment.

N o te : P a rt 5  o f th e  P u b lic  S ec to r M an ag em en t C o m m is s io n  A c t, is ap p lic a b le

to  d is c ip lin a ry  ac tion  ap p ea ls .
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4233 . Appea ls  H e a rin g

An Appeal Hearing takes the following format:

a. Introductory remarks by the Commissioner.

b. T h e  appellant and/or appellant's representative will -

(1) state the case;

(2) question other parties;

(3) m ake other comments.

c. T h e  representative of the Q AS will -

(1) state the case;

(2) question other parties;

(3) respond to the appellant's case.

d. Further directions by the Commissioner as to the conduct of the 

hearing.

W itn e s s e s

4 2 3 4 . No w itnesses m ay be called by either party until the specific nature of any 

evidence that witness will give has been determ ined and agreed to by the 

Com m issioner.

T h e  D e c is io n

4 2 3 5 . Th e Com m issioner is em powered to m ake directions with respect to any 

aspect of the proposed disciplinary action.
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4236 . T h e  Comm issioner may:

a. refuse the appeal;

b. allow the appeal, and substitute other lawful punishment;

c. allow the appeal and send the m atter back to the Q A S  for further

consideration;

d. allow the appeal and quash the proposed punishment.

4237 . T h e  Comm issioner or his/her Registrar will usually advise the parties to the 

appeal of the decision by telephone within 24  hours. A  written decision will 

usually be forwarded within a few days.

E m p lo y e e  A s s is ta n c e  S erv ic e

4238 . Confidential counselling and referral is available from the Employee 

Assistance Service. This service is open to all public servants.

R e la te d  P o lic y

4239 . Th is  policy should be read in conjunction with C h a p te r 3 7  o f th e  H um an  

R e s o u rc e s  M an u a l, M an agem ent o f D im in is h e d  P e rfo rm a n c e  which 

provides guidance for situations where an officer's perform ance is not up to 

standard and specific action short of a  charge m ay be required.

C o n c lu s io n

4 2 4 0 . W hile  self-discipline is ideally the best form of discipline, a t tim es the 

requirem ents m ay arise for sterner consequences if actions by an officer are 

proven to so warrant. Formal discipline is only one of severa l m eans by 

which inadequate behaviour may be dealt with. If applied, discipline m ust be 

applied strictly in accordance with these procedures, with both parties' 

norm al rights and obligations to be observed. It is only in this m anner that 

the  full effectiveness of the QAS can be ensured.
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4241. It is imperative that each process for the preferring of charges and any 

subsequent appeals are strictly actioned within established tim e fram es. A  

table of time fram es is shown at Annex B to this Chapter.

A n n ex :

A. Q AS Notice of Charge

B.- Table of Tim efram es
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A n n e x  A  to  

C h a p te r 42

Q U EEN SLA N D  AM BULANCE SER VIC E  

N O TIC E OF CHARGE

TO:

You are  hereby charged with a  breach of the Ambulance Service Act 1991 , in that you

on ......................................................................................................................... (time and date)

at  ...................................................................................................................................  (place)

did   (the event)

You are hereby given notice that you are required to state in writing to :

..............................................................  (District Superintendent or Assistant Commissioner)

within fourteen (14) days of receiving this notice whether you adm it or deny the truth of 

the above charge and to give in your written statement any explanation which you desire 

to give in answ er to the charge.

S IG N E D : DATED: /  /
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E X C E R P T  F R O M  F IE L D  N O T E S

T h e  n e x t  c a se  w a s  a  c o d e  o n e , tw o  p e d e s tr ia n s  s tru c k  b o th  fe m a le s  in  th e ir  tw e n tie s . 

W h e n  w e  g o t th e re  th e  p o lic y  w e re  a lre a d y  in  a t te n d a n c e , a n d  b e c a u s e  it  w a s  d a rk  i t  w a s  

h a rd  to  se e  w h a t h a d  h a p p e n e d  a t first. In i t ia l ly  th e  w h o le  sc e n e  s e e m e d  to  b e  u t te r  

c o n fu s io n . T h e  p a tie n ts  w e re  a b o u t tw e n ty  m e tre s  a p a r t  f ro m  o n e  a n o th e r . T h e y  h a d  

b e e n  w a lk in g  a lo n g  th e  s id e  o f  th e  ro a d , p o s s ib ly  c ro s s in g  it  w ith  a  g ro u p  o f  a b o u t  fo u r  

f r ie n d s  a t a b o u t m id n ig h t  a n d  o n e  o f  th e m  saw  th e  c a r  c o m in g  an d  p u s h e d  th e  o th e r  o n e  

o u t  o f  th e  w ay . S h e  to o k  th e  fu ll fo rc e  o f  th e  im p a c t a n d  w a s  s e r io u s ly  in ju re d . S h e  h a d  

m a s s iv e  b ra in  in ju r ie s , an d  th e  se c o n d  p a tie n t a lso  h a d  h e a d  in ju r ie s  b u t  w a s  c o n sc io u s .

T h e  o ff ic e rs  w e re  ru n n in g  e v e ry w h e re  an d  th e  p o lic e  w e re  y e llin g  a t th e m  to  c o m e  a n d  

a t te n d  th e  s e c o n d  p a tie n t. T h e  s e r io u s ly  in ju re d  w o m a n  h a d  a  b a d ly  d is f ig u re d  fa c e  a n d  

w a s  b le e d in g  p ro fu se ly . A  d o c to r  w h o  h a d  b e e n  d r iv in g  p a s t s to p p e d  a t th e  s c e n e  to  

h e lp . S h e  w a s  d re s s e d  in  a  b la c k  e v e n in g  d re s s  a n d  th e re  w a s  b lo o d  f lo w in g  a ll d o w n  

h e r  d re s s . I a sk e d  o n e  o f  th e  o ff ic e rs  i f  I c o u ld  h e lp  a n d  h e  w a s  so  p u m p e d  u p  a n d  

fo c u s s e d  h e  d id n ’t  h e a r  m e  a t first. I w a s  a sk e d  to  h o ld  th e  to rc h  fo r  th e  a m b u la n c e  

o f f ic e r  a t te n d in g  th e  s e c o n d  p a tie n t w h ic h  I d id  re lu c ta n tly , b e c a u s e  I w a s  fe e lin g  a  b i t  

s q u e a m is h  b y  th is  s ta g e  a n d  I d id n ’t w a n t to  g e t to o  c lo se  to  se e  to o  m u c h  g o re . I f  th is  

h a d  h a p p e n e d  d u r in g  th e  d a y  I w o u ld  h a v e  se e n  e v e ry th in g  b u t a t n ig h t  it w a s  d if f ic u l t  

to  v ie w  th e  fu ll e x te n t o f  th e  in ju r ie s . T h e  f irs t p a tie n t w a s  d e te r io ra tin g  r a p id ly  a n d  

s ta r te d  to c h o k e  o n  h e r  o w n  b lo o d , an d  b e fo re  I k n e w  it th e y  w h is k e d  h e r  o f f  le a v in g  th e  

o th e r  o ff ic e rs  b y  th e m se lv e s .

A n o th e r  c re w  fro m  a  n e a rb y  s ta tio n  a rr iv e d  a n d  li te ra lly  b a rg e d  o n to  th e  sc e n e . T h e y  

w e re  e x tre m e ly  b ru s q u e  a n d  b o ssy . W e  p u t th e  p a tie n t in  th e  b a c k  (I sa t in  th e  f ro n t)  a n d  

th e  o f f ic e rs  in  th e  b a c k  w e re  ta lk in g  lo u d ly  to  th e  p a tie n t. W e  w e re  to ld  to  ta k e  h e r  to  a  

d if fe re n t  h o s p ita l  w h ic h  w e  d id  a n d  sh e  w e n t s tra ig h t in to  th e  e m e rg e n c y  ro m . T h e  o th e r  

c re w  th e n  to o k  o f f  a n d  le f t u s , o n c e  a g a in , to  fe n d  fo r  o u rse lv e s . I w a s  th e re  a lo n e  w ith  

th e  a m b u la n c e  o f f ic e r  I o r ig in a lly  a rr iv e d  a t th e  sc e n e  w ith , b u t  h is  p a r tn e r  w a s  a t th e  

o th e r  h o s p ita l  w ith  th e  o th e r  c rew . H e  w a s  v e ry  s h a k y  a n d  a n g ry  a t b e in g  le f t  b y  th e  

o th e r  c re w  a n d  s a id  h e  w a s  g o in g  to  p u t in  a  re p o rt. H e  w a s  so  ra tt le d  it to o k  h im  a g e s  to  

fi ll in  th e  M R 5 1.

T h e  a m b u la n c e  w a s  c o v e re d  in  b lo o d  a n d  I h e lp e d  c le a n  it  u p . I t  n e e d e d  a  g o o d  

d is in fe c t in g  a n d  th a t w a s  so m e th in g  h e  c o u ld n ’t do  th e re  b e c a u s e  th e  v e h ic le  d id n ’t 

h a v e  a n y  c le a n in g  a g e n ts  in  it. I th o u g h t th is  w a s  s tra n g e . W h e n  w e  h a d  f in is h e d  

c le a n in g  th e  a m b u la n c e  th e  o ff ic e r  to o k  m e  in s id e  to  th e  e m e rg e n c y  ro o m  w h e re  th e y  

w e re  w o rk in g  o n  th e  p a tie n t. W e  w e re  in  th e re  fo r  w h a t  s e e m e d  lik e  te n  m in u te s  b u t  

c o u ld  h a v e  b e e n  lo n g e r  a n d  it  s e e m e d  a v e ry  m e s s y  p ro c e d u re . T h e  o f f ic e r  h e lp e d  th e  

d o c to r  a n d  n u rs e s  d re s s  an d  su tu re  th e  h e a d  w o u n d . T h e  g ir l w a s  m u c h  b e t te r  th a n  w e  

f irs t th o u g h t. S h e  a c tu a lly  e n d e d  up  w ith  a  su rfa c e  w o u n d  a n d  a  b ig  h e a d a c h e , a n d  w a s  

re le a s e d  th e  n e x t d ay . T h e  o th e r  g ir l w a s  n o t so lu ck y . H e r  in ju r ie s  w e re  so  b a d  sh e  w a s  

p la c e d  o n  life  s u p p o r t a n d  d ie d  se v e ra l d a y s  la te r. W e  p a s s e d  b y  th e  o th e r  h o s p i ta l  a n d  

h e r  fr ie n d s  w e re  o u ts id e  th e  A & E  d e p a r tm e n t s o b b in g  a n d  n e rv o u s ly  w a i t in g  th e  

o u tc o m e . O n  th e  w a y  b a c k  to th e  s ta tio n  th e re  s e e m e d  to  b e  to o  m a n y  d ru n k e n  y o u n g  

p e o p le  w a lk in g  th ro u g h  th e  s tre e ts  o f  th e  C B D .
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M I R A C L E  b o y  R h y s  W a t s o n  o w e s  h i s  l i f e  t o  t h e  q u i c k  a c t i o n  o f  

p o l i c e m a n  D A R R E N  H A R L A N D  a n d  S o u t h p o r t  a m b u l a n c e  o f f i c e r s  
G A V I N  C L A R K  a n d  Z A C  L U D  W I K .

F o u r  w e e k s  a f t e r  t h e  d r a m a t i c  r e s c u e ,  t h e  p l u c k y  y o u n g s t e r  o f  2 2  

m o n t h s  h a d  m a d e  a  1 0 0  p e r c e n t  r e c o v e r y  a n d  w a s  r e l e a s e d  f r o m  

h o s p i t a l .  G A V I N  C L A R K  r e c o u n t s  t h e  r e s c u e .

O
n  T h u r s d a y ,  J u n e  2 0 ,  a t  1 6 2 2  

h o u r s ,  m y  p a r t n e r ,  A O  Z a c  

L u d w i k  a n d  I w e r e  d e s p a t c h e d  f r o m  

S o u t h p o r t  s t a t i o n  t o  C r o n i n  I s l a n d ,  

n e a r  S u r f e r s  P a r a d i s e ,  r e s p o n d i n g  t o  a  

c a l l  f r o m  p o l i c e ,  w h o  h a d  a r e p o r t  t h a t  

a n  i n f a n t  h a d  f a l l e n  i n t o  a  c a n a l .

T h e  i n f a n t  h a d  b e e n  s e c u r e d  in  a  

r u n a w a y  s t r o l l e r  w h i c h  h a d  t o p p l e d  

i n t o  t h e  c a n a l .

A  p o l i c e  p a t r o l  a r r i v e d  a t  t h e  s c e n e  

s h o r t l y  a f t e r w a r d s  a n d  t h e  o f f i c e r s  a s 

s i s t e d  b y s t a n d e r s  i n  t h e  f r a n t i c  s e a r c h  

fo r  t h e  i n f a n t .

B y  s h e e r  l u c k ,  o n e  o f  t h e  p o l i c e  

o f f i c e r s  l o c a t e d  t h e  p r a m  w i t h  h i s  f o o t  

o n  e n t e r i n g  t h e  m u r k y  w a t e r s .  I t  h a d  

b e e n  e s t i m a t e d  t h e  i n f a n t  h a d  b e e n  

i m m e r s e d  f o r  a p p r o x i m a t e l y  t e n  m i n 

u t e s .

O n  o u r  a r r i v a l  a t  1 6 2 7  h o u r s  w e  

w i t n e s s e d  t h e  r e c o v e r y  o f  t h e  i n f a n t  

f r o m  t h e  w a t e r .  I n i t i a l  e x a m i n a t i o n  o f  

t h e  p a t i e n t  t o o k  p l a c e  a n d  w e  f o u n d  

h i m  t o  b e  p a l e ,  c o l d  a n d  w i t h  n o  c a r d i a c  

o r  r e s p i r a t o r y  o u t p u t .

I b e g a n  o n e - o f f i c e r  C . P . R . ,  w h i l e  m y  

p a r t n e r  a s s e m b l e d  t h e  b a g / m a s k  r e -  

s u s c i t a t o r  w i t h  s u p p l e m e n t a r y  o x y g e n .

W i t h  t h e  a i d  o f  a  b y s t a n d e r ,  m y  p a r t 

n e r  b e g a n  t w o - o p e r a t o r  C . P . R . ,  w h i l e  I 

p r e p a r e d  t h e  p a t i e n t  f o r  c a r d i a c  m o n i 

t o r i n g .

M o n i t o r i n g  w a s  e x t r e m e l y  d i f f i c u l t  

o w i n g  t o  c o n t i n u o u s  v o m i t i n g  o f  s a l t  

w a t e r ,  a n d  t h e  i n a b i l i t y  t o  a c h i e v e  

s u f f i c i e n t  e l e c t r o d e  c o n t a c t  o n  t h e  

p a t i e n t ’s c h e s t .

W i t h  t h i s  c o n t i n u o u s  v o m i t i n g  

c o m p r o m i s i n g  t h e  a i r w a y ,  r e q u i r i n g  

r e g u l a r  p o s t u r a l  d r a i n a g e ,  d i f f i c u l t y  in  

m a i n t a i n i n g  C . P . R .  e f f o r t  w a s  e x p e r i 

e n c e d .

A  s e c o n d  a m b u l a n c e  a r r i v e d  w i t h  a 

M e d i v a c  T e a m  f r o m  t h e  G o l d  C o a s t  

H o s p i t a l  a t  1 6 3 6  h o u r s .  T h e  p a t i e n t  

w a s  t h e n  c a n n u l a t e d  a n d  E . T .  

i n t u b a t e d ,  w h i c h  r e s u l t e d  i n  t h e  d e t e c 

t i o n  o f  a n  a d e q u a t e  c a r d i a c  o u t p u t .

W e  t r a n s f e r r e d  t h e  s t a b i l i s e d  p a t i e n t  

t o  o u r  a m b u l a n c e .  P r i o r  t o  d e p a r t u r e  

u n d e r  p o l i c e  e s c o r t ,  t h e  p a t i e n t ’s c a r 

d i a c  r h y t h m  w a s  r e c o r d e d  a s  h a v i n g  a 

h e a r t  r a t e  o f  1 1 0 ,  r e g u l a r  a n d  s u p r a 

v e n t r i c u l a r .

W e  a r r i v e d  a t  t h e  G o l d  C o a s t  H o s p i 

t a l  R e s u s c i t a t i o n  D e p a r t m e n t  a t  1 6 5 8  

h o u r s  w h e r e  f u r t h e r  s t a b i l i s a t i o n  t h e n
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t o o k  p l a c e .  A t  1 8 1 5  h o u r s  t h e  p a t i e n t  

w a s  t r a n s f e r r e d  b y  t h e  G o l d  C o a s t  

H e l i c o p t e r  R e s c u e  S e r v i c e  t o  t h e  M a t e r  

C h i l d r e n ' s  H o s p i t a l  in  B r i s b a n e .

O n  v i s i t i n g  t h e  p a t i e n t  a t  M a t e r  

I .C . U .  a  w e e k  l a t e r ,  t o  f i n d  h i m  c o n 

s c i o u s ,  a l e r t  a n d  b r e a t h i n g  u n a i d e d ,  

b o t h  o f f i c e r  L u d w i k  a n d  m y s e l f  f e l t  

o v e r w h e l m e d  b y  h i s  r a p i d  s u c c e s s f u l  

r e c o v e r y .  T h e  p a t i e n t  h a s  s i n c e  b e e n  

t r a n s f e r r e d  t o  a  r e g u l a r  w a r d  fo r  

f u r t h e r  t r e a t m e n t .

I fe e l  t h e  s u c c e s s  o f  t h i s  c a s e  w o u l d  

n o t  h a v e  b e e n  p o s s i b l e  w i t h o u t  t h e  

p r o f e s s i o n a l  a s s i s t a n c e  o f  t h e  G o l d  

C o a s t  H o s p i t a l  M e d i v a c  T e a m .  

Q u e e n s l a n d  P o l i c e  S e r v i c e ,  G o l d  C o a s t  

H e l i c o p t e r  R e s c u e  S e r v i c e  a n d  t h e  

M a t e r  H o s p i t a l  I .C .U .




