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O O O It says its six-point problem-identification guide [0 demands, control, support, relationships, role and
changeld] has helped companies eliminate problems and gain higher productivity.It gives the example of a small
clothing company where a "them and us" culture had developed between the machinists and the sales and
marketing team and was affecting operations. lIdentifying the "relationship” problem led to senior members of each
team meeting once a week to discuss problems and form strategies for working together. "They managed to
coordinate workloads and complement each other's needs and demands," a HSE spokeswoman said.All the staff
were encouraged to swap [0 0 O O jobs for a day or two, to learn what pressures each faced. The company
reported much improved flow of work and completion of projects. The executive also points to a large high street
bank's call centre as the site of an easily avoidable problem with conflicting job roles.Staff were penalized if they did
not take or make a certain number of calls and had time limits for each call. But they were also required to deal with
calls in a thorough and helpful way. There was also a lack of support after dealing with angry customers.After a
stress assessment, the time limit was removed which helped remove the pressure of difficult calls. Rooms were
provided where staff could recover from difficult calls and compose themselves before talking to another customer.
Staff and managers reported that these all helped to clarify roles and reduce demands on staff. The respite [ (I [
00O O O rooms in particular led to better job satisfaction and staff retention O O [J [J .Mr. Lee said such business
benefits can add up. Somerset County Council calculated [ 2 million in savings thanks to stress management, but
it was the finance sector, in the HSE's 18-month program, that was showing particular interest in reducing costs
through staff retention, he said. "Health is being moved up their agenda,” he said. "They are realizing that if you
have one person off sick because of stress at work and you don't fix the problem for that one person, in all
likelihood the next person you hire will be exposed to the same problem. "
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