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Abstract

This study investigates work-life balance (WLB) policies and practices within Jobcentre Plus (JCP) Llanelli Benefit Delivery Centre (BDC), using boundary theory as the research paradigm. It is organised around the three objectives of the research:

1. To explore the concepts of work-life balance policies and practices, work-life integration and boundary management;

2. To evaluate the issues that impact on the achievement of work-life balance of employees;

3. To analyse the strategies that employees use to manage the boundaries between work and home.  
A considerable amount of published literature that relates to work life integration, work/family border theory and boundary theory is reviewed. In addition an assessment of organisation and Government policies on flexibility and WLB is made. The research methodology used personal diaries as the main instrument of data collection, kept by fourteen employees over a two-week period, which were followed with semi-structured interviews to obtain a more rounded picture of individual perception and experiences. Thus methodological triangulation used in the primary research was used to overcome the potential bias and sterility of a single method approach. 

Using WLB boundary theory, two characteristics that generate the strength of the boundaries were investigated: flexibility and permeability. The results showed that although integration is not what people always want, boundary permeability can often be involuntarily placed on workers by means of the characteristics of their jobs. Interviews with managerial staff reveal that there is a ‘reality gap’ between WLB policies and practices.

Recommendations to manage boundary preferences from issues identified such as support of line managers, role overload and work intensification as well as access to resources are made.   The conclusion acknowledges the limitations associated with the study, but out-line how these limitations were minimised. Recommendations in respect of future research are made.
Chapter 1
Introduction
This study investigates work-life balance (WLB) policies and practices. The conflicting demands of work-life balance have always been an issue; The Chartered Institute of Personnel and Development (CIPD) (2007a) reveals that a century ago people in the UK worked on average more than 50 hours a week. However, in more recent times, increased information technology, the changes in work contracts and scheduling, globalisation and restructuring have created major changes in the character of work. Sparks et al (2001) contend that the increasing numbers of women in the workplace, dual income families and older workers have heightened awareness of work-life issues. The cost of employing women is greater than employing men, but with too few men in the workplace, women have moved from a buyer’s to a seller’s market. Turnover is higher in female employees than in male employees, which Schwartz (1989) attributes to lack of support for women trying to balance a career with family life. This often means that companies lose money they have invested in developing women.   Moore (2007) proposes that the study of WLB began in the 1970s as a women’s issue; in the 1980s the focus moved on to the development of effective recruitment and retention policies. Early research focused on motivation and individual psychology; by the end of the 1990s the emphasis had shifted to policy development. Lim (2005, p. 83) argues that the term work-life balance ‘arose out of a tension between individuals’ and companies’ needs’. As workers were juggling work and home life, employers were looking for ways to hold on to key professionals (particularly females) as well as motivating them to take on extra work in a more-for-less work environment. Clutterbuck (2003, p. 8) defines work-life balance as: 
‘a state where the individual manages real or potential conflict between different demands on his or her time and energy in a way that satisfies his needs for well-being and self-fulfilment’.
The extension of flexible working alongside less appealing work characteristics that accommodate integration – such as pressure to work overtime or take work home – have made the question salient as to whether employees have the opportunity to separate work and home if they wish to do so. Boundary theory provides a theoretical framework for understanding why and how individuals combine work and home in different ways (Ashforth et al 2000).    De Man et al (2008, p. 94) propose it ‘seeks to understand why some individuals perceive work and home as two separate worlds, while other individuals see the two domains as more fluid overlapping realities.’ 
The Jobcentre Plus context

Jobcentre Plus (JCP) is an executive agency of the Department of Work and Pensions (DWP) and has a key role in the Government’s strategic Welfare Reform Programme. Its purpose is to support people of working age from welfare to work and to help employers fill their vacancies (JCP, 2009).  The agency’s declared aim is ‘work for those who can and support for those who cannot.’ The 2004-2008 Spending Review launched an unprecedented change programme aiming to achieve headcount savings amounting to 15,000 full-time posts. The plan included modernising and streamlining ‘back of house’ functions of Finance and Human Resource (HR), which had previously been performed by specialists. The objectives, as laid down in the paper ‘Towards the Future 2006’ were to develop an organisation with a management and support structure with costs that are more comparable with other, similar organisations. The detailed plans of JCP achieving both financial and headcount reductions are set out in its ‘Delivering our Vision Programme’ (2006, p. 1). The aim of the Programme was ‘to introduce new and improved processes, structures and IT into the Agency, leading to a headcount reduction, whilst maintaining performance’. As a result, JCP has seen its customer service outlets reduce from over 600 to 77 in the UK. Also, there has been a cultural shift from customers dealing with their business face to face with staff to almost all of their business being conducted by telephone or the Internet. These changes have created a new challenge for JCP management with greater demands on staff time in terms of longer working hours and greater travelling time, against a background of extended opening hours in a ‘more for less’ environment.
Bird (2006) suggests that during the 1960s and 1970s work-life balance was considered an issue for women who struggled with the demands of work and family life. By the 1980s, some forward thinking organisations, recognising the contribution of working women, introduced new policies and benefits, such as maternity leave, flexitime and home-based work. As the decade progressed, work-life balance was seen as affecting men, families, organisations and even societies. Torrington et al (2005) argue that it has become a subject area which is increasing in importance as the changing demographic make up of the workforce means that a greater proportion of the population is affected. As unemployment in the UK has decreased and the participation of female workers has significantly increased, WLB issues have also moved up the political agenda. 
According to the National Statistics (2008a) there were over 29 million employed workers in the UK in November 2007, the highest amount on record. Of these, 7.1 million were part-time workers and 20.9 million full-time.  Additionally, there were 3.6 million self-employed workers, giving a total workforce of 32.7 million. Figures from 2003 indicate that 21 per cent of full-time employees have flexible working arrangements, with 27 per cent of women and 18 per cent of men doing so. Employees in Britain work the longest hours in the European Union; total hours worked in the year in 2003 increased by 1.5 per cent. 
A survey by the CIPD (2007b) reported that the employee turnover rate in the UK is 18.1 per cent, with the highest level (22.6 per cent) in the private sector. Retailing, hotels, catering and leisure as well as other low-paid groups have the highest turnover, whilst the public sector turnover is significantly lower at 13.7 per cent. The average cost of labour turnover per employee is £7,750, rising to £11,000 for senior managers. Further research reveals that poor relationships with direct line-managers and a lack of training and development opportunities are significant factors leading to voluntary turnover (CIPD, 2007b).
In recent years there has been enormous growth in the extent and complexity of employment regulation in the United Kingdom (Torrington et al 2005). Previously, there was little statutory regulation in the field of employment, apart from basic health and safety protection, moderate redundancy payments and some employment contract protection. As membership and influence of trade unions has declined (Hall, 2007), the law has intervened to provide a raft of rights to protect employees. The last decade has seen the introduction of laws dealing with disability discrimination, minimum wage, working time, compulsory union recognition and prevention of discrimination of people employed on fixed term or part-time contracts as well as a mass of family-friendly policies. In 2002 regulations were introduced to prevent fixed term and part-time workers being treated less favourably than similar permanent or full-time employees. In addition, a limit was set on the use of successive fixed term contracts. In 2003, regulations were brought in prohibiting discrimination on the grounds of sexual orientation and religion or belief as well as considerable improvements to the rights of employees with domestic responsibilities (Department for Business Enterprise and Regulatory Reform, 2008), which included the right to request flexible working for the parents of young and disabled children.

  In 1997, the UK Government assessed that both the EU and UK needed to develop more flexibility particularly in labour markets (Coates, 2007). The capacity to respond quickly and efficiently to economic change helps to ensure that high employment and low inflation levels are maintained alongside continued growth in real incomes. A labour market is inflexible if unemployment levels and benefits are too high for long periods, employers are restricted in their power to hire or fire, or the regulations governing working hours are too restrictive. Also, the power of trade unions in the workplace as well as rigorous health and safety regulations contribute to inflexibility (Solow, 1997). The Government has introduced a package of measures designed to increase wage flexibility in the public sector, improve skills and help more people to move from welfare to work. In 2004, the Treasury undertook a comprehensive review of labour market flexibility and found that the decentralisation of collective bargaining in the UK, more lenient employment protection legislation as well as less generous unemployment benefits than some EU member states has resulted in a high level of relative wage flexibility (Coates, 2007).
The importance of the flexibility at work policy culminated in The Work and Families Act (2006) that responded to the recommendations of the Work and Families; Choice and Flexibility (2005) document. The new legislation, effective from April 2007 extended maternity and adoption pay from 6 to 9 months, with a goal of twelve months paid leave by the end of parliament. Carers of adults also have the right to request flexible working; employed fathers can receive up to 26 weeks additional paternity leave, (some of which can be paid) if the mother returns to work. Statutory holiday entitlement has increased to 4.8 weeks (including bank holidays) and will increase further to 5.6 weeks from April 1 2009. Adoption rules were expanded to include adoption overseas and adoption by relatives as well as private foster carers who have parental responsibility by virtue of a residential order. However, the employer has the right to reject any application for flexible working if the needs of the business mean that the working pattern cannot be accommodated. In response, Wilson (2004) argues that policies must take the interests of business into account. ‘This will add to the burden on affected business cash flow, because the employer is obliged to pay statutory maternity pay…unemployment is low, there is strong competition for skilled staff and it is difficult to find temporary staff cover’. Hall (2007) reveals that the Conservative Party takes a similar view: in 2005, the Economic Competitive Policy Review group was set up by leader David Cameron to ‘undertake the long term thinking required to reverse the decline in Britain’s competitiveness’. There followed a wide ranging report entitled ‘Freeing Britain to Compete’ (2007) which proposes extensive measures to cut business regulations. The Conservatives intend repealing the working time regulations, which they argue increases costs to companies, restricts access to overtime, and reduces business flexibility. The Trades Union Congress (TUC) hit back, claiming that working women would be most affected by deregulation, ending the right to 4 weeks paid leave or to take emergency leave if a child is ill;  measures that help lower paid women to effect a balance between work and home.

The Labour Force Survey (2007) reveals that in the UK, 53.9 per cent of women are in employment compared with 66.9 percent of men. The gender pay gap has narrowed by 0.2 percent with women earning 12.6 percent less than men. Employers and Work-life Balance (2008) reveal that the largest growth in the labour market in the 10 years to 2000 has been by mothers with young children. One of the first actions by the new Labour government to tackle a shortage of childcare places was the 1998 Green Paper which sets out the National Childcare Strategy. With fewer extended families and increasing divorce and separation, it proposes that effective childcare is an issue for society as a whole, a means of combating social exclusion and a support mechanism for women going back to work. The aim of the strategy is to make childcare more affordable and accessible as well as to raise quality of care. Low income parents have also been given considerable help with the cost of childcare through the introduction of the Working Families Tax Credit.

 In 2000, the Prime Minister Tony Blair launched the Work-life Balance Initiative. Its goal was to encourage employers to introduce policies so that employees could attain a better balance between their work and non-work lives (European Industrial Relations Observatory, 2008). The Employers for Work-life Balance Alliance was set up to work in partnership with the government to promote good practices in relation to work-life balance. However, since the Prime Minister began the work-life balance initiative in 2000, the proportion of employees working in excess of 60 hours a week has increased from 12 per cent to 16 per cent.
A study by Bloom et al (2005, p. 2), at the Centre for Economic Performance identifies two opposing views of WLB. The first is the ‘Chirac’ theory, which argues: ‘Anglo-Saxon neo-liberalism, encapsulated by tougher product market competition and globalisation has undesirable consequences’. Productivity is raised at the expense of quality of life. Secondly, the ‘win-win’ theory argues that employers who treat their employees as assets and offer better work-life balance policies will benefit from higher productivity.  Berry (2006, p. 43) offers the view that work-life balance initiatives do not lead to higher productivity. He cites the results of a study conducted by the Centre for Economic Performance that found no relationship between productivity and work-life balance ‘once good management is accounted for’. However, well-run firms ‘need to treat their employees well to keep them - if not their competitors will hire them away.’ The study advocates that smarter working is the key to success, finding that the hours worked in well managed companies is not significantly higher than badly run firms. The study also found that large global firms offer better working lives than smaller, non global firms, with tough market competition leading to improved management practices. These findings are echoed by the evaluation of The Work-life Balance Challenge Fund launched by the Department of Trade and Industry in 2002 which involved 233 private, public and voluntary organisations in an attempt to help more than three quarters of a million employees towards a better work-life balance. The £4.8 million funding was designed to provide free work-life balance consultancy to assist businesses develop flexible working initiatives. (Nelson et al 2004) found that the reasons why employers applied to the fund were because of problems with recruitment and retention of staff, absenteeism and low morale. Skills shortages also mean that employers need to broaden their appeal to potential employees. The findings indicated that the fund had helped employers to change employment practices and develop WLB policies. However ‘bottom-line’ outcomes were difficult to measure. Evidence of an obvious and direct link between an employer’s investment in work-life balance and a direct payback in terms of improved profit or productivity is difficult to prove. Clutterbuck (2003, p. 14) argues: ‘what we are looking at is not a straight cause and effect interaction, but a chain of events most, if not all of which do seem to be convincingly linked’. These ‘intermediary’ factors include retention, reputation, productivity, quality, creativity and customer service.
The Research Aim

This study aims to set the work-life balance agenda within the wider political, economic, social and technological context. Recent research has focused heavily on changing demographic, legal and cultural trends which has highlighted the importance of work-life balance in the 21st Century. The key areas will be explored in order to justify the relevance of the subject for this dissertation, which have been organised around the three objectives of the research:

1. To explore the concepts of work-life balance policies and practices, work-life integration and boundary management;

2. To evaluate the issues that impact on the achievement of work-life balance of employees;

3. To analyse the strategies that employees use to manage the boundaries between work and home.  

This chapter has introduced the themes relating to WLB. Chapter 2, the Review of Literature, explores, in depth the key issues.

Chapter 2
  Review of Literature
 This chapter reviews critically the published literature investigating the issue of work-life balance.  The literature sources include human resource management texts and journal articles and government publications. It is organised around the key themes drawn from the objectives of the research.
 As a consequence of more women entering the labour market and the increase of one-person households, more and more individuals now feel the pressure to fulfil the needs of both paid employment and home duties (Guest, 2002). It is acknowledged that employees are better able to combine work and home with the help of the right supportive conditions. Rau and Hyland (2002) propose flexible work arrangements such as commuting and flexitime which stretch regular work hours and places have been developed to overcome the dilemmas of combining work and home. The rationale behind this is that the demands of both domains can be fulfilled whenever required with the added benefit to the employee of more autonomy over their work and less time travelling to and from the workplace.
LABOUR FLEXIBILITY AND LOW-PAID WORK

Labour flexibility emerged as a major issue in the 1980’s, as the Western European economies were forced to respond to increased global competition and change. WLB research has recently focused on the notion of ‘The Flexible Firm’, a concept that Moore (2007) proposes has two related meanings. The first refers to the use of telecommunications and scheduling to allow employees to use different locations and working hours. The second refers to companies which use temporary labour to supplement the ‘core’ workforce to meet demand as effectively and efficiently as possible. She cites Atkinson’s (1984) ‘flexible firm’ theory that disrupts the conventional notions of working, such as employees having a job for life with one employer, and being engaged on work that does not change substantially over time; this new paradigm of work has become a reality. This flexibility has been viewed as an opportunity for employees to make adjustments to fit in all their commitments. However, Moore (2007, p. 387) argues that the possibility of 24/7 working, results in more pressure to do so, which may mean a negative development for the maintenance of WLB. Also, ‘family friendly’ policies are less likely to apply to this ‘contingent and peripheral workforce’. This type of flexibility has been criticised by Winfield et al (2000) for treating peripheral workers as a commodity. Workers occupying peripheral jobs are typically semi-skilled, low paid, with poor terms and conditions and little job security, in comparison to the extensive investment in training and development and the provision of job security often enjoyed by core workers. Isles (2005), reveals that there are over 400,000 ‘wage slaves’ in the UK who work over 60 hours a week to earn less than £16,000 a year. Wise (2003) argues it is employees at the bottom rungs of the organisation who experience the least amount of control over their work and time that have less access to work-life policies. ’There has been a great deal of focus on the ’glass ceiling’ at the expense of the ‘shifting floor.’  Work-life policies cannot be seen as a perk; to challenge rigid and inefficient working practices and reduce rising stress levels, the way work is organised and rewarded has to be fundamentally challenged. 
Collective representation in the workplace has diminished significantly in recent years. Isles (2005) reveals that, in the private sector, only 1 in 5 employees now belong to a Trades Union; the psychological contract has changed significantly to focus on the individual contract. Clutterbuck (2003, p. 1) defines the psychological contract as the ‘mutual but usually unwritten expectations between employees and employer’. Beardwell et al (2004) argue that good psychological contracts don’t necessarily achieve more satisfied employees or superior performance, but poor psychological contracts are de-motivating, often resulting in higher absenteeism and lower commitment. Niehoff and Paul (2001) believe that the benefits of trusting relationships are immeasurable for both employers who need to demonstrate commitment to their employees and employees who are sensitive to breaches of their psychological contract.  According to Griffiths (1999) the biggest single influence on the psychological contract is the adoption of progressive people management policies. Therefore, gaining employee motivation, commitment and high levels of morale through the psychological contract is crucial in maintaining a climate in which the organisation can flourish. Hyman and Summers (2007, pp. 380-384) looked at whether employees have more of a voice in establishing family friendly policies where independent unions were recognised in the workplace. They found that despite employees having the right to request flexible working, ‘formal provision was in the hands of the employers’. Although policies were more likely to be codified, the legislation cannot force the employer to accommodate the non-work needs of the employee. In all four companies examined, line managers had the discretion to apply policies as they saw fit. It’s often these line-managers who are ‘the main arbiters of whether work-life balance polices become a reality’. Employees and union representatives tend to accept management control-concerned about ‘rocking the boat’ in the operation of work-life issues, with some unions continuing to adopt a gendered perspective. They conclude: ‘the voices of employees remain firmly muted…’
For any employer or Human Resources (HR) manager work-life balance is an issue of increasing importance, which affects both productivity and competitive advantage. The problems include absenteeism, staff turnover, stress, and low levels of commitment and poor motivation. A survey by Hurst et al (2009) for the Work-life Balance Centre revealed that most felt that their workloads were sometimes out of control, resulting in symptoms such as tiredness irritability and anxiety. Despite this, over half enjoyed the challenge and feelings of fulfillment that came with the job: On the one hand people feel very positively towards work, on the other hand there are high levels of work related illness, resentment of long hours and feelings of being out of control.
YOUNGER WORKERS
At the start of the 21st century there was a growing recognition that generations X and Y had different attitudes to work from Baby Boomers and Matures, making job choices based on their own work-life balance requirements. Sturgess and Guest (2004) looked at working hours and organisational commitment among a sample of graduates early in their career. Their findings suggest that a balanced lifestyle is more important to young people than ever before; although they are prepared to work long hours early in their career, they expect a level of employer support for out-of-work responsibilities and activities. Sturgess and Guest (2004) propose that employers need to adopt a broader perspective on policy regarding WLB which includes those without conventional family responsibilities. Loughlin and Barling (2001, p. 552) found that young employees wish to develop and manage their careers on their own terms ‘more concerned about achieving a healthy balance between work and non-work activities’.  Broadbridge et al (2007) surveyed young business students who had experience of retail work, whilst working for their degree in order to establish perceptions of retail employment and found their future expectation are to enjoy work, expecting fairness, equality and tolerance from future employers as well as challenging work opportunities and the maintenance of good work-life balance.
GENDER
 The Women in Work Commission (2007, p. 1) argues: 
‘women are crowded into a narrow range of lower paid occupations, mainly those available part-time, that do not make the best use of their skills… The commission estimates removing barriers in the labour market could be worth £15 billion to £23 billion or 1.3 to 2 percent of GDP.’
 Women earn less than men, although the gender pay gap is narrowing due to legislation and changing social attitudes. Lilly et al (2006) looked at the work-family conflicts experienced by men and women due to societal and gender expectations and found that women are expected to be more affected by family obligations and responsibilities; the tendency is for family to interfere with work (FIW). Men, conversely, are still expected to be the main breadwinner, often resulting in work interfering with family (WIF). Drew and Murtagh (2005, pp. 262-273) surveyed the experiences of both male and female senior managers in a major Irish organisation for which WLB is now a strategic corporate objective. They found: ‘work-life balance was a major issue in impeding the career progression of female managers’ especially the long-hours culture in which reduced/flexi hours is not compatible with holding a senior management position. Both men and women recognise that their careers would be negatively affected by making use of WLB opportunities. They also believed that support for WLB was ‘on paper and only for non-managers’. The authors conclude that until top management set an example and make use of WLB policies themselves, these policies alone will not be sufficient to guarantee take-up and acceptance. This often means convincing men in senior positions to actively promote and make use of these practices. Wood and Newton (2006, p. 8) explored the failure of equal opportunities legislation policies to counteract gender inequities and childlessness among women managers. These managers also used a language of sacrifice and loss which dominates that of freedom or lifestyle. They found that childlessness may be exacerbated because of constraints within the workplace such as the long hours culture:
 ‘it creates a wall – that mentality… the women who have been successful either do not have children, have a full-time partner who does it, or totally outsource their commitments elsewhere’.
 Research has estimated childless rates of 20-24 per cent in the US, Britain and America, with the highest rates among highly educated women and the lowest level found in women with few qualifications. The option of having children and a career is affected by work culture or gendered traditions of domestic labour. Eihof et al (2007) propose better WLB may be attained, not with flexible working for women but persuading men to shoulder equitable domestic responsibility. A study by Williams and Jones (2005) for the Work Foundation found that the majority of both men and women expect men to be main the breadwinner and women to take time out of their careers to care for children, particularly young children.  Lewis et al (2003, p. 827) advise: ‘there is an increasingly pressing need to rethink relationships between women and men and the need to bring men to the centre of these debates’. While male managers may handle the dual role of parent and manager (although with regret at the loss of time with families), equal opportunity is not working for women managers.
LONG HOURS CULTURE AND HIGH PERFORMANCE PRACTICES      
Bond (2004), using data from employee surveys carried out in 4 financial sector companies in Scotland found that organisational culture was significantly associated with the impact on work-life balance. Without a supportive work-life culture within the organisation, providing different arrangements did not always lead to better work-life balance outcomes.  Work Foundation (2006) cites Sweden as an example, which has generous arrangements for paid paternity leave, yet men still do not take their full entitlement. The report argues that deep-rooted western organisational culture means that some men are reluctant to take leave because it might damage their career prospects. ‘We… found that the biggest motivating factor for working long hours was the idea that if people put in the hours they will get promoted.’
The success of work-life and family friendly policies may also be compromised by the adoption of ‘high performance practices’ by many employers in order to improve performance. High performance practices have become more popular in the last ten years resulting in ‘an additional and independent source of work-family spillover’ (White et al 2003, p. 176). They argue that these ‘best practice’ models result in ‘greater discretionary effort from employees’… [that] ‘have repercussions that fall beyond the workplace’. These practices attempt to raise employee skills with training and career development, increase motivation and empowerment using financial incentives such as performance related pay and allowing greater participation in decision making, with the emphasis on team-working. White et al (2003, p. 192) contend high performance practices can be problematic and need to be reviewed ‘to respect and value the diversity of life circumstances and work-life preferences among employees.’ They cite Green (2001, pp. 58-61) who found average working hours in the Britain are not increasing: ‘rather the dispersion of hours has increased, with more people working either very long or very short hours.’ Although full-time men in Britain put in the most hours in the EU, working on average 3.5 hours weekly more than the second highest country, employees tend to overestimate hours worked.
 Brett and Stroh (2003, pp. 67-78) examined why some American managers worked extremely long hours when the risks, apart from lower productivity, include damage to psychological and physical health, and diminished family and social relationships. They took theories from economics, sociology and psychology to expand four potential explanations for overwork: the work-leisure trade off; social contagion; work as an emotional respite from home; and work as its own reward:
The work-leisure trade off theory draws on the work of Hochschild (1997) who found that top executives work 50-70 hours per week;  proposing that workers make rational choices between work and leisure. When workers are paid more ‘the opportunity costs associated with trading work for leisure also increase’: the cost of leisure is too high. Also, those workers who are paid well, may be able to afford more ‘quick leisure’’, for example, weekend skiing that does not interfere too much with work. 
Social contagion, (Latane, 2000) cited by (Brett and Stroh, 2004 p. 72): ‘the diffusion of longer work hours within an industry’ occurs as a result of changing behaviours in the workplace. Employees, especially new entrants, may not question why early morning meetings are suddenly scheduled. Established workers often feel threatened and accept these new practices, even promoting them to ‘preserve their own competitive edge’; soon they become the norm. ‘Social comparison processes contribute not just to the transmission of norms, but also to their escalation’ (Brett and Stroh, p. 73). The composition of the family has altered in recent years; more single parents and dual income families have resulted in changing male and female social roles. 
Hoschild’s (1997) ‘Work: An Emotional Respite from Home’ theory as cited by Brett and Stroh (2004) argues that family can be such a stressful environment, that some people put in long hours at work as to avoid pressures and problems at home. She proposes a ‘compensation hypothesis’ - where involvement in one sphere is increased in order to find satisfaction which is absent in the other. More time in the work role may enhance performance and generate rewards that are missing at home: ‘we are defined privately and socially by our work.’
The Rewards of Work hypothesis is recognised by Hoschild (2007): ‘work experiences may contribute to self-esteem in ways that family experiences cannot’. Working long hours is accepted and expected in order to achieve success due to changing competition and technology in a competitive business environment. Brett and Stroh (2003, p. 69) cite the example of a very successful business man who moved into dot com at a time when everyone else seemed to be leaving. He rationalises his decision: ‘it’s about performance and discovery’… the best opportunity of all the ones I looked at’. Also society rewards ‘unique’ contributions in the workplace that are not rewarded in the same way at home. Cowling (2005, p. 1) carried out a large European worker survey to establish why people work long hours.  He found that long hours are determined by industry sector, status, job security and gender: ‘there is a labour - quality of leisure trade off for women, but not for men’. Hughes and Bozionelos (2007) investigated work-life balance issues of male bus drivers in what is a male dominated occupation. They found a direct link with lack of work-life balance and withdrawal behaviours such as turnover and non-genuine sick absence which is costly to the organisation. Commitment and productivity are often measured, by the willingness of employees to work late to get a job done. Lewis (2003) argues the association between long hours and commitment to work obscures the value of other, often more effective ways of working that employees may find to resolve the competing demands of work and life.
 Perlow (1998, p. 329) proposes that in industrial times flexible working policies supported workers who were managed ‘by the clock’, with little control over their working hours. In post-industrial times ‘knowledge workers’ are managed by organisational culture which is often used to influence the amount of time spent in the workplace. Clutterbuck (2003) believes that the issue needs to be approached from a holistic perspective and should be dealt with on 3 levels. Firstly, establishing and communicating work-life policies. Secondly, equipping people with skills to create their own work-life balance and enabling managers to organise work more effectively to help employees make use of available opportunities. Finally, changing attitudes; employees often fear that they will be perceived as making less of a contribution or their promotion opportunities will be lessened if they tale advantage of WLB policies.

The Long Hours Working Partnership Project between the DTI, CBI and TUC was set up to look at implementing change management programmes. Master class seminars were held in various locations throughout the UK lead by business champions who have successfully introduced change management programmes in respect of working time. Organisations involved include Rolls Royce, BT, BNFL, Unilever Best Foods and many others. The resulting report entitled Managing Change-Practical Ways to Reduce Hours and Reform Working Practice shared experiences and the rationale of introducing new ways of working to reduce hours whilst maintaining or increasing operational performance.
INTEGRATION

Burke (2001, p. 347) suggests that the tendency to see work and  personal life as ‘either-or concepts’ is standing in the way of workplace changes to improve the balance between work and non-work. He looked at the perceptions of Canadian professional women in organisations whose values support work-life balance, in terms of their work experiences, satisfaction with work and non-work and psychological well-being. Employees reported greater job and family satisfaction, less work stress and intention to quit as well as a better sense of emotional well-being. He also found that perceptions were not linked to hours worked and job involvement. He argues it is not enough to have policies; a clear connection is needed between the personal needs of employees and business objectives that look to change working practices. The employee and organisation benefit ‘only when personal life needs and job performance are linked and both related to the bottom line.’
Friedman et al (1998, p.1) contend that some employers have viewed work and non-work as ‘competing priorities in a zero sum game’, where success in one area inevitably meant a loss in the other.  They propose a new breed of manager exists who collaborates with employees to achieve objectives that can benefit both the organisation and the employee. Conflict between work and non-work can often be the catalyst for identifying inefficiencies in the workplace, which are often legacies of outdated business models. Various support systems have been introduced into the workplace which may enhance WLB. As well as offering flexible working and childcare provision Sparks et al (2001) contend that organisations which offer health promotions schemes within the workplace have enhanced employee well-being as well as employee commitment and performance. 
On-line training and education has grown rapidly in recent years, which Bell (2007, pp. 7-8) proposes is ‘fuelled by a greater demand for personal development and learning and lifestyle changes within society.’ With an ever-growing selection of courses now available online-from health and safety to stress and time management, employers are now realizing e-learning’s full potential. She believes e-Learning offers unique flexibility and control over the learning experience. The learner can decide when and where they wish to study, which modules they feel like doing at any particular time and they can also set the pace of their learning: ‘ideal for busy people and busy businesses.’
Scholaris and Marks (2004, p. 61) contend that access to training and development has ‘been shown to be important dimensions of perceived favourable treatment and to influence perceived organizational support’. Skills acquired in the current job may also influence trust and intention to remain with the organization. Many employers operate a policy of mentoring staff. Weightman (2004) describes mentoring as ‘a form of coaching resembling the relationship between a skilled worker and apprentice’. In effect a new recruit is attached to a more experienced employee whose role is to guide, coach and develop the new worker to full competence. Later the mentor may support the employee in career development. Forret and De Janasz (2005) argue that protégés who confide in their mentors benefit from the mentor’s experience in work-life matters. They add that those employees who perceive that their employer cares about them and their work-life balance needs have higher commitment and are less likely to leave.
Eikhof et al (2007, p. 332) suggest that the complex relationship between work and life goes beyond the current zero sum assumptions. Work is assumed to be a negative experience which contradicts the central tenets of HRM, which claims that work can be satisfying and fulfilling, a source of life satisfaction in itself. They propose a more holistic understanding of life, which is assumed to be a positive experience, preferable to work, but is not necessarily so. They question whether work and life are separate; ‘rather there is mutuality between the two’, arguing that the debate needs to focus on the workplace and work experience: ‘the need to change work per se.’ Very little debate has centred on workplace practices; too often the solution is to reduce working hours so that employees can recover from the debilitating effects of work or to offer family friendly policies. They propose that ‘containing work rather than reforming it also distracts attention from an important form of life satisfaction: work itself’. Many people work long hours because they regard work ‘not as debilitating but affirming’. Isles (2005, p. 7) cites the findings of a report by the Work Foundation: ‘work is where we act on the world by bringing our skills and our energy to the task in hand. It is the chief daily means by which we grow and express ourselves’. Eikhof et al (2007, p. 330) cite data from an Australian survey that showed job satisfaction and age has more effect on WLB than hours worked, with workers over 55 more likely to say that work interferes with non work than those with young children. Another study revealed that men with partners are happiest working up to 50 hours a week because of the ‘consumptive power’ gained; ‘a major contributor to both partners’ life happiness.’ 
 Moore (2007, p. 389) took an ‘organisational stratification approach’, looking at the different levels of the organization to compare the WLB achievement of workers and managers in an Anglo-German multi-national engineering company. She found that although most of the company’s initiatives are focused on the managers, the workers are better able to achieve a work-life balance. Neither group displays a more positive attitude to work but when asked what they liked about working for the firm, managers quoted ‘pride in the product and the company’s good reputation’, whilst workers cited ‘good wages and good relationships’. The managers focus more on achieving status and the workers more on personal satisfaction. Moore (2007, p. 390) suggests that flexible working policies may even contribute to poor WLB; although the managers benefited from the firm’s work-life balance policies they found it difficult to maintain WLB because of the ‘macho, long hours norms of British managerial culture, coupled with a rivalry between the British and the Germans.’ The workers were better able to maintain a good WLB through selecting their jobs to fit their lifestyles. As the company did not make much effort to support the workers WLB needs, they did not feel a need to make any extra effort or sacrifice their time. Separation i.e. little or no interaction between work and home is often associated with blue collar workers who ‘disengage from work during non work time’ (Blood and Wolfe, 1960 cited in Scholaris and Marks 2004, p. 4). The managers appeared to have an ‘underlying value of self-sacrificing loyalty to the organization’ which is working against the development of good WLB practices. Success in finding a balance between work and life may be more to do with encouraging a healthy attitude to work than developing WLB policies. The key difference was that managers were obtaining job satisfaction from their poor WLB, which they felt marked them out as ’indispensable.’ By contrast the workers job satisfaction was affected by their ability to achieve good WLB, and, if these conditions were not met, they would often leave. Another contributing factor is that the workers are employed for set hours, beyond which, they are paid overtime. The managers are increasingly working flexibly with the result that ‘there are fewer firm boundaries between work and personal time’ (Moore 2007, p.397).
Lambert and Haley-Lock (2004, p. 185) also used an organizational stratification methodology in their investigation of equality and social justice in the workplace, looking at ‘who benefits from and who bears the costs of particular management practices that distribute opportunities in different ways to workers in different jobs’. They cite Galinski et al (1999, p.88) who observed: ‘the employees least likely to work for companies with more supportive policies may, in fact, be the employees who need it most - the working poor and women who work for middle size and small employers’.  Care-giving is still often made difficult and the gap in the well-being of workers who do not benefit from employer support continues to widen; the shifting emphasis from work-family to work-life is partly to mediate disquiet that the needs of the employees with children are being met at the expense of those without children. 
Reduced hour employment often means under employment, prevalent in low-income families who do not benefit from such non-standard work arrangements. Lambert and Haley-Lock (2004, p. 180) explore the meaning of ‘fairness’ according to:

 ‘the principle being applied in terms of procedural or distributional justice and as based on equality (all given same rewards), equity (rewards given in proportion to contributions) or need (rewards given in proportion to need).’

 They argue that assumptions about fairness should not be made until there is an understanding of ‘the nature and extent of inequality’, which is socially constructed and changes, depending on societies, times, workplaces, families etc. Support is distributed at different levels: social policy at the public level; formal policies and informal practices in the workplace; and through friends and relations at the family level. They considered the issues of inequality and inequity in the allocation of work-life balance support and found that the extent to which WLB opportunities are offered across positions and firms relies on the larger social policy context. They investigated how social policy creates the link between government legislation and employer practice in an European Union context, with particular reference to parental leave provisions. Unsurprisingly, even though parental leave is guaranteed under European Directives, they found that the rate of leave taken was proportionate to the amount of financial support offered, whether employees felt entitled to the provision and gender ideology. Lambert and Haley-Lock (2004, p. 185) argue there are dangers in relying solely on the discretion of employers to deliver these opportunities; conversely, developing social policies that saddle the government with the duty of subsidising poor employment practices is also misguided. ‘If the organisation itself absorbs variations in workflow through better management practices, then there can be a larger pie of flexibility so that all have ‘enough’ though some may have more.’ They propose that workers are less subject to the discretion of their employers when governments are actively involved in ensuring that organisations support WLB. They conclude that the challenge is to develop a balanced social agenda that provides direct government supports to families, incentives to employers for distributing WLB opportunities widely, and legislation holding them to account for its implementation.
Lewis et al (2003) attribute the increasing invasiveness of paid work in people’s lives in western societies to greater economic desires, the sense of self-worth that comes with work, and the prospect of forging meaningful relationships with others in the workplace. Eikhof et al (2007) argue that the feeling of ‘time squeeze’ may result from these changed aspirations, lifestyle and consumption as well as gendered domestic arrangements. White et al (2003) propose that, in a consumer society with powerful advertising and credit purchase schemes, employees are obliged to accept high work demands at a time when consumer debt (including mortgage payments) has reached unprecedented levels. This growing invasiveness has negative implications for gender and other equity issues as the boundaries between work and non-work become increasingly blurred, with work most often spilling over into non work time. For many women there is a battle to align the time dedicated to paid work with non paid caring commitments; some men (and women) are isolated from family life because of long working hours and increasing work intensity. 
As people are living longer, Lewis et al (2003, p. 827) argue there is more pressure on carers and an inability to meet these extra demands may result in them leaving work, exposing them to the threat of poverty and isolation. Cultures and practices in many workplaces continue ‘as though employees have wives at home’. There is a crisis of child, elder and disability care which is having a negative effect on both cultures and quality of life. Williams and Jones (2005, p. 4) reveal that the UK population is ageing; young people stay in education longer and have children later in life. ‘With a lower birth rate and a higher life expectancy also comes an extension of both youth and old age’.  A ’sandwich generation’, who face the responsibilities of caring for both children and parents is emerging. Lewison (2006, p. 45) cites a survey conducted by the Labour Project for Working Families, which found that 40 per cent of people with responsibilities for eldercare were also caring for children. 
Life satisfaction is also becoming more of an issue as work is increasingly affecting family relationships, friendships and communities which are ‘subjected to consumer forces and market mentalities.’ Reduced participation in civic activities is affecting community sustainability; people are changing and leaving relationships both at work and outside of work, eroding support networks. Consequently there are increasing reports of loneliness and reduced quality of life which is exacerbated by more international travel and migration in a global economy. This new economy is widening the gap between rich and poor with low-paid workers having to put in more and more hours to pay for basic living expenses. Issues such as stress, poverty, production efficiencies, low birth rates and an aging population have brought work and personal life integration into the public agenda.
 Lack of time for friendships and the breakdown of relationships are raising questions about priorities in life. Pollitt (2004, p. 4) refers to FaberMaunsell, one of the Sunday Times top 100 best businesses to work for, which recognises that with the decline of village and family life ‘people are looking now for the work environment to be their family.’ There are thriving sports and social activities; employees work with local schools including offering careers advice and a make a large commitment to local charities with staff being given time off for fundraising activities and community projects. 
Lim (2005) proposes that the question of how organisations can enable home-work balance is as much based on unexamined assumptions and beliefs as upon social and political pressures. Lewis et al (2003, p. 827) believe that real, lasting change requires WLB issues to be tackled ‘at a deeper level, to unpack many outdated assumptions and to ask some fundamental questions’. Issues such as what makes good lives and the way we integrate the different parts of our lives affect society as a whole should be linked with the search for a more democratic, fair and enjoyable life. 
Scholaris and Marks (2004, pp. 54-56) examined the impact of employer attitudes to WLB issues and negative job-to-home spillover on the attitudes of software developers ‘with the separation of work and life being substantially more blurred than for more traditional occupations.’ Outsourcing and offsite client work has resulted in increased flexible working. As a consequence, there is an overlap between work and non-work life. Spillover theory argues that employee emotions and behaviour in one sphere carry over to the other. Employee studies relating to perceived organisational support have found a strong relationship with organisational commitment, job satisfaction and turnover intentions. They found that flexibility in managing WLB affected these ‘relatively individualistic and highly marketable employees’ perception of fair treatment’, with positive actions engendering the notion of ‘reciprocal obligation’ and attachment to the organisation. Scholaris and Marks (2004, p. 60) found the most common forms of negative spillover relate to time and psychological strain. Although software workers tend to work long hours they have expectations in terms of flexible work, autonomy and high levels of pay. They cite Gouldner (1960) who termed these expectations as ‘professional norms of reciprocity.’ The typical retention period for software workers is generally 18-36 months, raising some important management issues for employers. Scholaris and Marks (2004) explain the relationship between employer and worker in terms of an ‘exchange.’ The worker has marketable skills, which often means less long-term commitment to the business. However, a sense of obligation and reciprocity is dependent on perceptions of fair treatment and working conditions, including pay, status, work-life flexibility and autonomy. 
Clark (2000) proposed ‘work/family border theory’, a concept of work-life integration, where employees have greater control over their work and non-work lives.  Where blurring of the boundaries is an expectation, as in the case of software workers, this flexibility has been presented as a strategy of ‘respect’ by employers leading to reciprocal obligation, a process of ‘social exchange’. Scholaris and Marks (2004, p. 71) conclude: ‘mutuality can be generated by greater respect for personal demands… (and) can enhance organisational commitment and extrinsic satisfaction.’
With the technological revolution came predictions of a rise in leisure; however, for many people work is still the dominating factor in their lives. Employees are often working longer hours and, with the introduction of ‘high performance’ practices, more intensively than ever. Lewis (2003, p. 343) investigated the dominance of paid work in the lives of workers and whether some people work from personal choice and a sense of enjoyment and challenge: ‘the new leisure’. She found that although there was a relationship between longer working hours and the most autonomy over work, this view ‘neglects the gendered, societal, and organisational constraints on choice, identity and perceived obligations’. Although work is something many people enjoy, workloads and especially the intensification of work can be oppressive, sapping energy and time for other pursuits, often resulting in a decline in well-being. The idea that work can be so engaging that, for some, it is the ‘new leisure’ is dependent on the idea that people not only enjoy work but put in long hours from choice. Lewis stresses that the definition of choice needs to be understood in a specific context i.e. the sense of self-esteem that comes with success at work in a society that places high value on work achievement. Changes in the nature of work, improved IT and workplace cultures that are fundamentally gendered and do not fit into the reality of work in post industrial society are also factors. Working harder and ‘smarter’ is not necessarily the answer to increasing workloads. 
The boundaries between work and life are often unclear as, for many people, work becomes more enjoyable. Lewis (2003, p. 353) refers to use of the internet at home for work purposes or at work for leisure purposes as an example. She explores the notion that work-life balance is an ideal and asks: ‘are imbalance and fragmentation acceptable or even preferable in some circumstances?’ For some people, work appears to be more satisfying than non-work and long hours a question of choice: ‘nobody criticised Picasso for being too absorbed in his work’ (Lewis, 2003, p. 353). Often, those workers who make this choice negatively influence workplace culture and set standards that other employees do not wish to meet. There are also the long term effects on the individual, families, and society at large. A recognition of the way work is structured and organised as well as the effect of organisational culture on working patterns as something that is systemic rather than an issue for individuals is also required. For culture change to be effective, Clutterbuck (2003, p. 42) proposes that the organisation needs to examine its processes, technology and HR systems to ensure that they are up to date, using positive role models at all levels, with employees having input into policy and process change. The comparison is made between our Victorian ancestors who worked very long hours with few holidays and the apparent difficulty with managing work and life today. He argues that our lives are much more complex: we have more choices and opportunities but we also have more demands put upon us. The same is true for employers: ‘the concept of excellence has been replaced by that of agility as the Holy Grail of surviving and thriving’. Consequently, employers need to recognise work-life balance as a complex issue, using holistic solutions: ‘the dilemma of work-life balance is one of complexity management.’ Organisations are establishing policies for work-life balance which are rarely integrated into an overall strategy, especially if the culture is resistant.
Lim (2005, p. 83) took Marx’ 19th century critique of Capital; its main aim: ‘to extract the maximum amount of surplus labour from workers.’ These interests had no regard for the worker who was expected to keep separate their life outside of the workplace.  He compared this with the later seminal work of Kanter (1977, p. 1) who argues ‘the myth of separate worlds’ between work and home; organisations continued to ignore workers lives outside of work, especially working mothers and the skilled professional. In recent years, employers have tried to resolve the division between work and home following increasing reports of work-related stress disorders affecting productivity, employment insecurity and pressures caused by globalisation. Work and non-work are no longer separate due to the changing nature of work, new technologies and changing expectations. Wood and Newton (2006, p. 12) cite Wajcman’s (1999) British study: many men and women were preoccupied with work even when doing non-work activities, as well as bringing work home. Employees are concerned with managing work and home; employers need to attract and retain professionals, especially females. Motivation is also a key area of concern with increasing workloads in a more-for-less business environment. These changes have brought a radical shift in the psychological contract between employees and employers as companies find that flexibility in managing work and non-work ‘is vital for the sustainability of labour and profit.’
Hobson et al (2001, p. 42), quoting the results from a national survey of stressful life-events argue that the consequences of excessive work and life/family demands have societal implications: higher rates of family strife, violence and divorce; parenting problems; and escalating juvenile delinquency and violence. Significantly, none of the top 10 most stressful life events are work-related, although there is often an indirect link. They found organisations that have recognised the fundamental reality of major life and family issues and introduced initiatives to assist employees enjoy increased employee commitment loyalty and motivation: ‘the resulting psychological bond has dramatic implications for corporate success.’ A clear business case has resulted in statutory regulation intended to support employees to juggle work and life. For strategies to succeed we should consider work-life balance as a more ‘inclusive concept’. Lim (2005, p. 84) cites Kofodimos (1993, p. 13) who defines balance as:

 ‘a satisfying healthy and productive life that includes work, play and love: that integrates a range of life activities with attention to self and to personal and spiritual development; and that expresses a person’s unique wishes, interests and values.’
However, Lim (2005, p. 84) argues that putting the ‘right’ policies into place is not enough for the employee to find the balance between work and non-work. This 'utilitarian’ or ‘rational’ approach describes life as a struggle ‘to balance competing roles in terms of differential cost: reward ratios’ with no regard for the individuals as ‘complex multi faceted participants of society.’ To address these assumptions she takes an ethics-based approach to the problem of WLB and links these philosophies to organisational practice, arguing that by rising above dualist thinking both employees and firms can ‘embrace innovative visions in the area of work-home balance.’ She observes that orthodox thinking has misguidedly applied a rational approach to the realms of emotion and feeling, resulting in the suppression of cultural diversity and alternative epistemology. Referring to the work of great modernist writers such as Woolf, Joyce and Kafka, Lim (2005, pp. 84-85) makes the case that human beings are ‘multiple, heterogeneous, gloriously expectant and yet painfully aware of limitation’; the essential differences ‘an antidote to the crushing weight of conformity and conditional existence.’ Citing Weber (1930) she proposes that the rift between self and society began with the ‘separation between the family household and the business enterprise’ at the end of the 19th century. The work-home balance debate is typically a modern dilemma, made striking ‘by its ambivalent attitude to the individual’; accompanied by a belief in a solution to this ambivalence that Bauman (1993, p. 32) termed ‘the orderly and systematic rule of reason’. Modern organizations focus on roles, creating policies that split the individual into parts, overlooking ’the self’. Many empirical studies including Wise and Bond (2003) argue that these strategies are unlikely to be successful in the long-term. Eikhof et al (2007, p. 326) believe this calculative view degrades work-life balance issues because it focuses on ‘the manipulation of time itself’; the compressed work week for example. These ‘solutions’ fail to account for the different stakeholders in the organization. They believe the WLB debate makes a number of other questionable assumptions: life can be equated with caring, especially childcare, resulting in women being the main focus of WLB provision and that ‘work and life are separable and in need of separating’. They argue that workers without care responsibilities may even resent WLB policies that centre on parents and carers. On the other hand, parents who take advantage of parental leave provisions fear being viewed as ‘slackers’ by their colleagues. Commitment to the job is still related to the hours worked as employees believe that there is a conflict between flexible work policies and managerial culture. Mothers are particularly affected, feeling ‘the body and the realm of the domestic (were) obstacles to reason, cognitive achievement and, indeed, equality.’ Treating time as a commodity ‘devalues time, rather than privileging it as a resource that is given to all to enhance the quality of life.’ The achievement of a successful strategy for work-home balance has an ethical basis which Lim (2005, p. 85) proposes, lies in ‘understanding the self as multiple and complex.’ Human beings are more than ‘bundles of roles’ such as mothers or fathers; off days affect the most dedicated of employees. Consequently, life-work policies based on time measurement and ‘putting in the hours’ will not ultimately benefit the employee: ‘neither the fragmentation of the self nor the fragmentation of time is the answer to achieving sustainable work-home balance.’
Warhurst et al (2008, p. 1) propose that the current work-life balance debate is ‘conceptually limited because work and life are assumed to be two distinct spheres.’ The shift from domestic to large scale production following the industrial revolution resulted in work and life becoming distinct and separated by time and space. As a result, there is a presumption that work and life are separate realms that can and should be balanced.  Warhurst et al (2008, p. 2) propose that such distinctions are problematic, arguing that many occupations such as factory workers, musicians and policemen were part of communities within occupations ‘in which work relations and practices extended into life outwith the workplace’ and that the blurring of work and life can be beneficial to workers, for example in mining and fishing communities. They argue the heart of the current work-life balance debate centres around the premise that work is damaging to personal life, especially family life. In a changing, more for less working environment, workers, even if they are not working longer hours, feel that as work intensifies, their quality of life is affected. Roberts (2007) suggests that the current WLB debate is driven by the so-called chattering classes and their current experiences of paid work. Pocock et al (2008, pp. 23-25) argue some aspects of work have effects that go beyond hours worked as demanding jobs can affect health and mental and emotional well-being. Children are also affected: citing Galinski’s (1999) US study, they contend ‘children were often very alert to the level of stress and exhaustion that parents bring home from work’.  However, they point to the ‘positive ‘interactive’ nature of work and life’ and the benefits of working parents with out-of-work life activities. MacInnes (2008, p. 45) believes there is an incorrect assumption that work is about constraints and alienation, whilst life is about ‘self-realisation, liberty or the pursuit of happiness’ which ‘is rooted in a resolutely male breadwinner perspective’ taking the view that the family is ‘a haven in a heartless world’ . Pocock et al (2008, p. 24 ) propose that the metaphor of balance places too much emphasis on the worker  achieving a ‘balance’ between work and life and ‘places the individual ‘coper’ at the fulcrum of ‘getting it right’, often believing that it is their responsibility alone to achieve, through their own personal efforts. ‘This perspective denies the gendered, class and ethnic differences that shape work-life outcomes for individuals.’ They propose that the metaphor of ‘balance’ should be changed to one of ‘collision’ as ‘work and life are not dichotomies but interactive fields, with spillover between them. The boundaries between work and life are not closed, but porous.’ This porosity is spatial as work is often conducted in the home; travelling home in the car and on the train; temporal when work and care are carried out together; and interactive with the effects one realm affecting the other. 
Flexible work arrangements such as flexitime and telecommuting are meant to support the employee to meet the demands of home and work by ‘stretching regular work hours and places’ (De Man et al 2008, pp. 92 - 94), with the additional benefits of more autonomy and less time spent travelling to and from work. They use boundary theory which investigates the relationship between work and home to argue the merits of the integration between the two ‘by focusing on the boundaries that divide them.’ Boundary theory attempts to explain ‘why some individuals perceive work and home as two separate worlds, whilst other individuals see the two domains as more fluid, overlapping realities.’
 They contend that some individuals prefer integration with thin permeable boundaries between work and home, whilst others prefer separation with no crossover.  In practice, these individual ‘boundary preferences’ are often not achieved, as good boundary management is required to separate work and home, which requires a great deal of effort by the individual. Warhurst et al (2008, p. 10) cite Nippert-Eng (1996) who describes boundary work as ‘the active mental management and organisation of practices and artifacts so as to create the segmentation or integration of home and work’. De Man et al (2008, p. 93 - 108) also argue that the main influence on home permeability comes from the opportunity to separate work from home life. Work characteristics have an impact on the permeability of work and home life with flexible work arrangements such as telecommuting and flexitime often resulting in pressure to work overtime or put in extra hours at home. They conclude that boundary permeability ‘can be the result of an active or inactive involuntary process… formed by the enactment of boundary preferences’ where employees are able to do so. Where workers are unable to enact on their preferences due to the characteristics of their work, boundary permeability can be involuntarily placed on workers ‘as boundary preferences do not serve as sufficient counter pressures.’
CONCLUSION

This Chapter has looked at some of the extensive work-life balance literature and research conducted to date, and has considered the costs and benefits to both employer and employee. It has considered issues relating to labour flexibility and low pay, younger workers and gender, as well as long hours culture, integration and boundary theory. Boundary theory proposes that individuals manage the boundaries between work and personal life through the process of segmenting and/or integrating the domains (Bulger et al 2007). Nippert-Eng (1996) suggested that individuals create boundaries around their work and personal life in a deliberate fashion, some to ensure that the two domains remain separate (or segmented), whilst others construct boundaries that can be interconnected, (or integrated). Whether the boundaries allow for segmentation or integration depends on several factors which include occupation type and individual preference. 
There is clearly a demand and business need for work-life balance policies and practices within the UK. The Government has introduced numerous complex employment regulations to support and protect employees. There have been many studies looking at the outcomes of these policies; however, there is a requirement to test them in the Public Service context. Jobcentre Plus as an Executive Agency of the Department of Work and Pensions presents itself as an exemplar employer in the field of work life balance, offering far more than the mandatory ‘opportunities’ to achieve this ideal. This ‘rational’ approach ignores the boundary preferences of individual workers and often assumes that work-life balance is a zero sum game. The issue for further primary research is, having accounted for the supporting policies offered by JCP, do employees actually want to keep their work and non-work life separate and if so is this ideal actually achievable?  

This chapter has reviewed critically the secondary literature pertaining to the objectives of this research. The next chapter, Research Methodology, describes the process of primary research undertaken, and the rationale for the research methods selected. 
Chapter 3
Research Methodology

Research is defined by Collis and Hussey (2003, p. 1) as ‘a process of enquiry and investigation [that]…is systematic and methodical… [and] increases knowledge’. Research methodology refers to the research process, the procedural framework within which the research is conducted.  This methodology is defined by Leedey (1989), cited by Remenyi et al (1998, p. 28) as ‘an operational framework within which the facts are placed so that their meaning may be seen more clearly’. Collis and Hussey (2003) contend that it is vital to select the most efficient ways to collect, analyse and present data whilst maintaining academic rigour. The aim of this research is to investigate WLB practices and policies using boundary theory as the research paradigm. This chapter, consequently, describes and justifies the research design, data collection tools, the research process, and data analysis techniques employed to achieve the research objectives:

1. To explore the concepts of work-life balance policies and practices, work-life integration and boundary management at JCP

2. To evaluate the issues that impact on the achievement of work-life balance of employees

3. To analyse the strategies that employees use to manage the boundaries between work and home

Research Design

A phenomenological research philosophy was adopted for the study as it is necessary to discover what Remenyi et al (1998, p. 35) call ‘the details of the situation to understand the reality or perhaps a reality working behind them’. 
The phenomenological paradigm ‘is concerned with understanding human behaviour from the participant’s frame of reference’ (Collis and Hussey, 2003, p. 53). Such a paradigm tends to produce rich and subjective ‘qualitative’ data, appropriate to the exploration of participant perception of work-life balance issues.
A positivistic approach, although considered, was not suitable for this research as a highly structured research design can miss relevant information. People cannot be understood without examining the perceptions they have of their own activities and the social context in which they exist. ‘Positivism rests on the assumption that social reality is singular and objective and is not affected by the act of investigating it’ (Collis and Hussey, 2009 p. 56). Researchers are part of what is being observed and should ‘appreciate the different constructions and meanings that people place upon their experience…we should therefore try to understand and explain why people have different experiences (Easterby et al 2008, P. 168).
In accord with the phenomenological philosophy, this research set out to understand behaviour rather than measure it, by seeking in-depth, qualitative data rather than quantitative data. Heath (1997) proposes that naturalistic inquiry is about describing documenting and understanding the lives of people. The researcher attempts to describe and interpret some human phenomenon, often in the words of the individual. As the overall aim was to evaluate work-life balance policies and practices, and the perceived effects on the employee rather than simply describing the characteristics of the issues, the research had an ‘explanatory’ purpose (Collis and Hussey, 2003). The logic of the research approach was ‘inductive’ - the extension and development of existing theory, but within a new context. Easterby-Smith et al (2008) suggest that the inductive approach is most appropriate when the study involves qualitative research; it also facilitates the use of a variety of data collection methods to establish different views of phenomena. The inductive approach also emphasises: a close understanding of the research context; a realisation that the researcher is part of the research process; an understanding of the meanings humans attach to events; and less concern with the need to generalise (Saunders et al 2007). The concern was to select cases or settings which will provide the opportunity to gain the desired insight.
This research used a ‘case-study’ strategy. Robson (2002, p. 178) defines a case-study as:

 ‘a strategy for doing research which involves an empirical investigation of a particular contemporary phenomenon within its real life context using multiple sources of evidence’.
 A number of the characteristics of case study research make it an appropriate method for this study: the research aims not only to explore WLB phenomena, but to understand them within the particular JCP context; the study focuses on a single unit of analysis JCP with a view to obtaining in-depth knowledge (Collis and Hussey, 2003); the research uses multiple methods for collecting data which can be both qualitative and quantitative (Yin, 2003)
As with most phenomenological approaches, the reliability of case studies may be low and the validity high. The case study approach captures the essence of the phenomenon and extracts data that is rich in explanation and analysis, consequently validity, the extent to which the research findings accurately represent what is really happening in the situation is high under such a paradigm. The criterion of reliability may not be given so much status when using a case study strategy, because it is not important whether qualitative measures are reliable in the positivistic sense, but whether similar observations and interpretations can be made on different occasions and/or by different observers (Collis and Hussey, 2003).
The population for this study was potentially all 23500 staff employed at Benefit Delivery Centres (BDC), in JCP in the United Kingdom. The case study sample for the research was the employees working within Llanelli BDC, chosen on the basis of accessibility and convenience and within the constraints of cost and time. The work is highly standardised because of procedures in place and should be similar in any part of the U.K. The fact that all employees worked at one site facilitated the follow up interviews, in view of the short time-frame to complete the research and also reduced costs in terms of travelling time and expense.

Data Collection Methods 

The main data collection method was in the form of a diary, which was kept by each participant for a period of two weeks. According to Alaszewski (2006, p. 1): ‘a diary can be defined as a document created by an individual who has maintained a regular, personal and contemporaneous record.’ He proposes the aim of naturalistic research is to study the world as far as possible in a state that is not contaminated by the research process, so that natural settings should be the primary source of data. Bolger et al (2003, p. 580) propose: ‘diaries are particularly suited to a naturalistic approach as they facilitate the examination of reported events and experiences in their natural, spontaneous context’. Pimlott, (2002, p. 2) agrees: 
‘Diaries tell the truth, the partial truth and a lot more besides the truth… in them you seek - and often find – an atmosphere, a sense of mood of the moment, which could not be acquired in any other way…’
 Alasewski (2006) argues diaries can be used not only to identify patterns of behaviour, but also to provide greater insights into how individuals interpret situations and ascribe meanings to actions and events and therefore how actions that may appear irrational to outsiders are rational to the diarist. Thus, a person’s story is valued in its own right, not just as a representative sample of a wider category. Evidence from a study using diaries by Annabile and Kramer (2007, p. 74 -75) also supported the choice of this research method:

‘We were immediately rewarded with the evidence and richness and intensity of people’s inner work life and the proof that they were influenced strongly by the events of the day… would hidden observers watching you go through the day really understand your inner work life?  Of course, not’.

Easterby Smith et al (2008, pp. 153-154) propose there are a number of advantages to using diaries: they are a useful data collection method from the perspective of the employee; ‘presented largely within the reference frame of the diary writer.’ This approach also allows the perspectives of the different writers to be compared without the researcher becoming too personally involved. They refer to a diary study undertaken by Bowey and Thorpe (1986) on an English coal mine. All diarists maintained that they enjoyed writing them, (even though no inducements were offered) and had welcomed the opportunity to express their feelings, observations and opinions about their life and work. ‘This was sufficient reward and reinforces the point … about how important it is to find out what individuals wish to gain from participating in the research.’
Potential problems associated with diary studies were considered prior to commencement of the research, including the issue of comparability. However, the limitations were partially reduced as the participants are a relatively homogenous group; a reason for choosing Llanelli JCP. The issue of potential bias in the individual’s recording may also have been mediated by the guarantee of confidentiality, although it was recognised that some entries may be made to put the participant in a favourable light.

A request was made by email to all 189 employees outlining the reasons for research, appealing for volunteers to keep a diary for a period of 2 weeks. Twenty replies were received, from which fourteen diaries were actually completed. Collis and Hussey (2003) contend that it is not essential to find a representative case where statistical generalisations will not be attempted, i.e. to show that the sample represents a larger population.  However, a theoretical generalisation may be attempted, where the flexible working theory applied in JCP can be generalised to other professional contexts.  As Remenyi et al (1998, p. 168) contend, case studies ‘can be generalisable and used to develop theoretical propositions, even if they do not represent a sub-sample of a particular population.’ Furthermore, contracts and conditions of employment within JCP are relatively homogeneous; thus, purposive sample selection bias is minimised. The researcher as part of the organisation was aware that the issue of WLB was considered significant (for different reasons) to both management and staff within the Department, so an attempt was made to present the research to senior managers in a professional and enthusiastic way to offset potential concerns regarding costs and benefits.

The Research Process
In order to minimise cost and effort of response, the diaries were distributed by external mail and returned via internal mail.  A covering note was attached to the diary to explain the purpose of the survey research and inform the importance of the individual’s contribution. This stimulated interest and participation, and helped overcome a potential low response or completion rate. Alaszewski (2006, p. 48) argues that sampling and selection does not have the same importance in naturalistic research as in survey research. The concern is to select cases or settings that ‘will provide an opportunity to gain the desired insight.’ The diaries had an open structure in the form of written text as advocated by Alaszewski (2006, p. 67) as researchers ‘want diarists to be free to produce their own account in their own words’, although some guidance was given. The researcher provided face to face explanations to all diarists, requesting that participants record any ‘significant events’; receiving telephone calls from home whilst at work or vice versa, for example so that relevant issues were addressed.
Secondary data pertaining to the research topic was obtained through a literature review of academic texts, journals and published statistics, and a review of JCP policies, procedures and organisational literature pertaining to the research topic. 
A key informant interview with a senior manager identified the corporate, strategic viewpoint.  Research conducted by Saunders et al (2007) suggests that managers are more likely to agree to be interviewed, rather than complete a questionnaire, especially where the interview topic is relevant to their own work. To develop the employee viewpoint, following the completion of diaries, semi-structured, in-depth interviews were selected, which, as advocated by Wass and Wells (1994, p. 34), enable the interviewer to ‘validate, clarify and explore the themes that emerge…’ in order to understand the relationships between variables’ (Saunders et al 2007). Primary data findings derived from the initial diary sample generated insights and influenced the selection of employees for interview. Although time consuming, an interview was the most advantageous approach to attempt to obtain further data as the questions were complex and open-ended, and the order and logic of questioning needed to be varied (Easterby-Smith et al 2008; Jankowicz, 2000). An interview schedule was devised containing a list of themes and questions to be covered, although respondents were encouraged to lead the discussion into areas not previously considered, but which are significant to the phenomenon under investigation. Probing, open questions, such as ‘how did you feel about that?’ were used to explore significant responses in order to encourage the interviewee to develop their answers, whilst keeping the focus on the research question (Saunders et al 2007).  Eisenhardt (1989, p. 534) argues that it is best to:

 ‘Combine data collection methods such as archive searching, interviews, questionnaires and observations.  The evidence may be qualitative (e.g. words), quantitative (e.g. numbers) or both’.  

Therefore, methodological triangulation - using at least two different methods of enquiry - was used in the primary research to overcome the potential bias and sterility of a single-method approach. Evaluation was achieved through a literature review of academic texts, journals and published statistics, and a review of DWP/JCP policies, procedures and organisational literature relating to the research topic. Secondary data collected in the review of literature as well as from the diaries informed the content of the semi- structured interview schedule to ensure its validity in order to discover employee perceptions of the treatment they receive from the organisation in terms of work-life balance.  This contextual data helped to establish the types of issues that are seen to be important in an organisational context. 

Data Analysis

The diaries were examined using content analysis, a research technique which, as recommended by Bell (2005) involves counting the number of times particular terms or recording units occur in a sample. Although it is usually associated with a positivist paradigm, Mostyn (1985) as cited in Collis and Hussey (2009, p. 164) describes it as ‘the diagnostic tool of qualitative researchers, which they use when faced with a mass of open ended material to make sense of.’  Emergent themes were identified: ‘too much work and not enough time’, for example and having established the frequency of the chosen terms, they were then placed in context prior to interpreting them and explaining them. Diary transcripts were examined for emergent patterns or themes, and data classified into meaningful categories and an open coding system was applied. Units of data (sentences, paragraphs, etc) were then labelled in the margin of the transcript, photocopied and transferred into category files of related data. This had the effect of reducing and rearranging the data into a more manageable and comprehensible form. The overall scheme developed as the author compared texts. Alaszewski (2006, p. 88) cites Charmaz (2003):

‘Such an approach has been formalised as part of grounded theory, where researchers develop their coding categories through a process of constant comparison’.
 Easterby-Smith et al (2008) note that content analysis and grounded theory are often viewed as competing options; in fact the choices researchers face lie on a continuum between the two. In this instance, although in content analysis the coding distribution was analysed, in grounded theory there were no a priori definitional codes. The researcher has attempted to allow the richness of some of the material to remain so it can be used to evidence the conclusions drawn and help to ‘let the data speak for itself’ (Easterby-Smith et al 2008, p. 181).
The primary data gathered from the diaries and interviews was linked with the literature review to obtain a better understanding of the WLB phenomenon. To ensure reliability and minimize subject error within the study, interviews were scheduled at the interviewee's convenience.  To avoid subject bias and encourage honest responses, confidentiality of the study’s participants’ responses was guaranteed. Incorporating a degree of structure to the interview schedule reduced interviewer error. It is recognised that interview data cannot be used to make generalisations about the entire population where it is based on such a small and unrepresentative sample (Yin, 2003).  However, the value of using this research method ‘is derived from the flexibility that may be used to explore the complexity of the topic’ (Saunders et al 2007, p. 251). 
 Finally, to minimise interviewer bias, all interviews were taped and/or transcribed, with the transcripts returned to the interviewees for corroboration and/or amendment.  Furthermore, as the case study combined methodologies, and the conclusions were the same, there is greater validity and reliability than a single methodological approach (Denzin, 1970).
Coolican (1992, p. 249) argues ‘it is difficult to conduct much research at all without running in to ethical arguments.’ Most of the ethical issues faced by researchers are small scale, incremental and ambiguous (Easterby-Smith et al, 2008). They also cite Dalton (1964, p. 61): ‘The social investigator must sort his values and obligations and weigh them repeatedly throughout the research process.’  The study complied with ethical principles of research with due concern for quality and integrity; confidentiality was respected and only the researcher knew the identity of the respondents. The informed consent of JCP senior management was obtained prior to the commencement of the research and that of the diarists, whose participation was entirely voluntary, prior to the diary completion. Every attempt was made to disguise individual identity; therefore confidentiality was guaranteed.  Some of the respondents revealed that they found the process cathartic and one remarked that they had ‘been given a lot of food for thought’ during the recording process.    All data was treated in a way that protects the confidentiality of the employees involved in the study. 
The material collected through interview was connected to the data collected via the diaries.  Patterns that inductively (as a result of the observation of empirical data) emerge from the data were tested by seeking alternate explanations and negative examples that do not conform to the pattern were tested. Such triangulation allows the development of valid and well-grounded conclusions (Saunders et al 2007).
This chapter has described the research process undertaken, and the rationale for the research methods selected. The next chapter, Analysis of Research Results, will present and interpret analytically the data collected during the primary research.
Chapter 4

Analysis of Research Results

This chapter presents and discusses the results of the primary research conducted at Jobcentre Plus, Llanelli Benefit Delivery Centre. It is organised around the three objectives of the research:
1. To explore the concepts of work-life balance policies and practices, work-life integration and boundary management at JCP

2. To evaluate the issues that impact on the achievement of work-life balance of employees

3. To analyse the strategies that employees use to manage the boundaries between work and home

There are two key sections: the employee perspective and the managerial perspective.

 It is acknowledged that employees are better able to combine work and home with the help of the right supportive conditions (Rau and Hyland, 2002). Flexible work arrangements such as commuting and flexitime which extend regular work hours and places of work have been developed to overcome the dilemmas of combining work and home. The rationale behind this is that the demands of both domains can be fulfilled whenever required with the added benefit to the employee of more autonomy over their work and less time travelling to and from the workplace.
A discussion with a senior HR manager revealed that (JCP) has a key role in the Government’s Strategic Welfare Reform Programme. The 2004-2008 Spending Review launched an unprecedented change programme aiming to achieve headcount savings amounting to 15,000 full-time posts. The plan included modernising and streamlining ‘back of house’ functions of Finance and HR, which had previously been performed by specialists. These changes have created a new challenge for JCP management with greater demands on staff time in terms of longer working hours and greater travelling time, against a background of extended opening hours in a ‘more for less’ environment. Added to this has been a dramatic downturn in the economy which has resulted in even greater challenges in term of extra work faced by both management and staff. As stated, JCP presents itself as an exemplar employer in the field of work life balance, offering far more than the mandatory ‘opportunities’ in terms of flexible working to achieve this ideal. In support of the work-life balance ethos DWP have introduced the following ‘Work Life Strategies’ (DWP, 2009):
· View flexible working as something to benefit both the organisation and employees

· Place joint rights and responsibilities on employees and managers to find workable solutions

· Embrace the needs of people at different stages of their lives

· Recognise diversity in the workplace and respect equality of opportunities for all; and

· Emphasise the business AND social benefits to be gained. 

 JCP has a board level Champion for work-life balance as part of its diversity and equality programme whose role is to ensure that legislative changes are addressed as well as raising awareness of work-life issues. The Human Resources Directorate declares its aim: ‘to develop and change cultures, explore methods and establish needs and wants against capacity and delivery’. A work-life balance toolkit has been introduced, to help both managers and staff to understand policies, procedures and options available to them: ‘we support the ethos of work-life balance at the highest level and are leading the way in terms of the flexible work approaches available to all our employees’ (DWP, 2009).To this end formal incentives such as flexible working hours, compressed working hours, special leave, career breaks, home-working, time off in lieu, term-time working, carers and study leave have been developed, ostensibly ‘to enable people to achieve a better balance between work and their lives outside work’ (DWP, 2009). This expansion of flexible working arrangements and other less appealing work characteristics that accommodate integration, such as pressure to work overtime or take work home, have made the question salient as to whether employees have the opportunity to separate work and home, if they wish to do so. At JCP, non-managers rarely telecommute or take work home as they process very sensitive personal information about their customers.  Managers are spatially and temporally more ‘available’ to work as they may work from home or take work home at the end of the day.

 One of the merits proposed by these flexible work arrangements is the integration of work and home. However De Man et al (2008, p. 92), using boundary theory, which ‘addresses the linkage between work and home by focusing on the boundaries that divide them’ propose integration is not what people always want. Individuals who prefer integration desire thin, permeable boundaries that help work and home to crossover easily. In contrast, individuals who prefer to separate work and home life often desire thick impermeable boundaries to ensure that there is no crossover. Nippert-Eng (1996) argues that the complex relationship between work and home can only be understood in terms of a continuum which ranges from full integration to complete segmentation.
 Central to boundary theory is the notion that the strength of the boundary between work and home is seen as an indicator for the extent of integration of the two domains and the ease of movement between them. The theory distinguishes two boundary characteristics that generate the strength of the boundaries: flexibility and permeability, as clarified by Hall and Richter (1988). Flexibility is the degree to which spatial and temporal boundaries are pliant to the needs of the domains. A working schedule, for example, that fits in with school hours of children has temporal boundaries. Permeability is the degree to which a person physically located in one domain (e.g. home) allows psychological and behavioural elements from another domain (e.g. work) to enter. This boundary characteristic refers to the extent to which boundaries are porous to intrusions, distractions or interruptions from other domains or other domain members. (Ashford et al 2000). Thus, permeability demonstrates individuals’ actual behaviour in allowing or rejecting work to enter the home domain or vice versa.

Results
Content analysis as promoted by Alasewski (2006, p. 86 - 95) was used as it ‘involves taking a number of written texts such as diaries, breaking them into their constituent parts and reassembling these parts into a new scientific text.’ When the contents of the diaries had been transcribed, the text was repeatedly scruitinised to identify themes and to ‘organise and synthesise all the evidence relevant to each theme.’ From this analysis, several themes became apparent which were concordant with the boundary theory relating to flexibility and permeability found in the literature. These themes were developed by means of follow-up, semi structured interviews, in order to get a more rounded picture of employees’ perceptions. A number of participants had managerial responsibility; in the interviews it was made clear that views were expected from the perspective of employee as well as in their managerial role.

Employee Perspective
1. Separation of Work and Life

‘I’ve got enough going on at home…it’s only a job, but I do work hard when I am here… I work fixed hours and real life starts when I clock off, although I don’t mind my job…no I don’t think about work when I am not there.’
The above quote was relatively unusual in the course of the research; following analysis of the diaries it appeared that only 2 participants claimed to entirely segment work and non work. The semi-structured interviews revealed that both employees worked at the lower level of the organisation and saw work as a means to an end. This substantiates the findings of Bergman and Gardiner (2007) who found that if work practices are tangible and immobile, the work-life pattern is likely to exhibit a distinction between work and life. They compared workers in a paper mill, bank and university. Unsurprisingly, workers at the mill had the most ‘intact’ boundaries. The content and demands of these diarists’ work rarely altered and both had made conscious decisions to ensure that work and life did not overlap:

 ‘I am not looking for promotion… I like my job, I know what I am doing…I did act up [temporary promotion] in a higher grade but it was too much stress and I was worrying about work when I was at home.’
 This employee had managed boundary preferences by choosing the kind of work that she would not ‘mentally’ take home at night. However, both revealed that they did sometimes do personal things at work such as using the internet or making the occasional personal telephone call and one had benefited from flexible working when the children were younger.  This ‘active organisation’ resonates with the proposal put forward by Nippert-Eng (1996) that employees create boundaries around their work and personal life in a deliberate fashion.

2. Integration of Work and Life
All employees interviewed agreed that there was a culture at JCP that allowed for personal demands during work provided that the business could sustain the requests:
‘We have been able to both work and care for the children with the help of my parents and support from work when there have been problems like one of the children is ill, or I need an hour off to attend PTA... We haven’t had to go outside for childcare. If my boss asks me to do extra hours, if I can, I will.’

A work boundary is flexible if an employee can leave work to attend to a family matter, or attend a personal appointment. One employee was fairly dissatisfied with the flexibility afforded to her personally: 

‘My … (child) has guitar lessons at 4pm on a Monday and he needs to be driven there. I asked to finish early today... Starting to feel nervous about asking because of the reaction I am getting. I am made to feel very grateful and I don’t want my… (child) to lose out because I am working… I always make the time up and more…people get more support in other parts of the office. We lose out because we are on the phones.’
When asked to enlarge, the respondent explained that the phone lines were open from 9am to 5pm and cover had to be arranged in order to finish early. They had asked if it was possible to move on to a job that was not so restrictive but for various reasons that had not happened. Another employee had a very different experience:
‘I haven’t worked full time for years but that hasn’t hindered me, although I do work extra hours when it’s needed. I have recently been promoted… The organisation is big enough to accommodate different work patterns… It’s not always about the hours you work, but the contribution you make when you are there… I know my line-manager thinks a lot of me - it’s a good feeling…To me a good work-life balance means being happy at home and at work. My life is not perfect…we all have good days and bad days, but in general I am satisfied.’
This accords with the contentions of Greenhaus and Powell (2006) who found that flexibility in one role contributes to success in the other role, a measure by which work and personal life enrich each other. Scholaris and Marks (2004) propose that individuals who can leave work to attend to personal matters and are flexible with their personal life boundary report enhancement of personal life. However it was clear that other employees who had management responsibilities had not had this positive experience of flexible working:

‘Intended leaving work at 4.30 (I was in before 8), but was asked to conduct a difficult interview with a new member of staff. I remained in the office afterwards, writing up a record of the event, arriving home almost 2 hours after originally planned.’
‘Didn’t go to lunch. Left work early at 4.15 for dental appointment. Had some stuff to read from work…woke at 4.40…more thoughts on blue board and Health and Safety training for us all to do.’
Moore (2007, p. 390) suggests that flexible working policies may even contribute to poor WLB; in her study, although many potentially had access to the firm’s work-life balance policies they found it difficult to maintain WLB because of the  long hours norms of British managerial culture. There were many instances of managers taking their mental work home with them and many other tasks which can also be undertaken any where, any time:

‘Work ok. Difficult client so no lunch break…got home, tea…had some work to do -  going over LPO instructions…woke 4.00am, thinking about all the things that need to be done.’

‘I sit down later in the evening to watch TV and remember I did not leave a note regarding a colleague who had phoned in regarding her proposed return to work. I then start thinking about a discussion I had with staff and begin to doubt my decision and find it hard to switch off from work thoughts.’
These comments support the proposition offered by Bergman and Gardiner (2007) that managers are increasingly working flexibly with the result that there are fewer firm boundaries between work and personal time.
3. Boundary Preferences

‘At home I was thinking about tomorrow. New entrants starting. What will I do with them?’…Couldn’t sleep… In work early to catch up on emails before new staff arrive.’
‘I phoned my… (spouse) mid afternoon… not to pick me up at 5 p.m. as arranged as the work was mounting up and needed to be cleared before I left. By not finishing earlier I was unable to visit E.’
Work interfering with non-work was a recurrent theme throughout the research; the majority of participants, including the above recorded that the ideal was to separate work and non work. Most did not attain this ideal:

‘By the time I got home and helped my partner make tea, it was my younger… [child’s] bedtime and I had no time to play with…[child].’
‘Had to work on to finish weekly stats due to staff shortages… Was supposed to go to friends 50th birthday after work…ended up taking them home to finish… I never made it to the pub.’

This is consistent with the findings of De Man et al (2008, p. 106) who found that if workers do not have the opportunity to act on their preferences, boundary permeability can be involuntarily placed on workers by means of the characteristics of their jobs, since ’boundary preferences do not serve as sufficient counter pressures...’ 
‘Working part-time does enable me to spend time at home, but I am usually trying to catch up with events when back in work. I spend the rest of the evening thinking about work in general and find it hard to sleep.’

Pocock et al (2008) found that long part-time hours are associated with significantly worse work-life outcomes than short part-time hours; in fact there was no difference in work-life outcomes between long part-time hours and full-time hours: 

‘I work part-time because childcare for three children is so expensive. It’s hard going. Sometimes I think my life would be easier if I worked full-time.’

 ‘Dropped the kids off at breakfast club at 7:45 as normal. Always in a rush since I have gone part-time. I rush from home to school and school to work, rush in work all day to clear what feels like a full-timer’s workload and then rush to school again.’
This substantiates the findings of Tausig and Fenwick (2001) who are more critical of flexible working arrangements and their influence on work-family balance. These authors propose that flexible working only facilitates a balance when the worker has control over working hours. Also, when differences in working hours between full and part-time employees were controlled for, part-time employees reported greater work-family conflict. This result raises a doubt about a widely held belief that part-time work can create more family and personal time as part-time work may carry financial costs.
4.  Line Managers as the arbiters of WLB

‘My… [child] has undergone numerous operations after an accident has some emotional problems and finds it difficult to separate from me… I have missed work several times because of this… I know that I am letting my colleagues down, but I am torn between my… (child) and work….My problems have caused a lot of stress for my colleagues as I have had to frequently phone in and say I can’t come in. My line manager has been very understanding… I have had paid and unpaid special leave. I am very grateful.’
The above is an account from Y, a member of staff who was interviewed following a disclosure in her diary about a family problem that s/he was finding very difficult to deal with. This validates the findings of Hall and Atkinson (2005, p. 376) found that informal rather than formal flexibility was more widely used and valued, which in turn generated an increased sense of employee responsibility.  They defined informal flexibility as:

 ‘being able to alter planned working time on an ad hoc basis at short notice or agree personal start and finish times to apply on a routine basis to accommodate commitments outside work.. agreed at local level by the immediate manager, without recourse to senior managers…’

Y’s line manager revealed that most colleagues (but not all) understand that the problems at home and are generally supportive:
‘I have done what I can for Y… (who) is a good worker… It also benefits the office as we could lose them and it costs a lot to train new staff… It all came to a head last week…. We had a long talk and agreed that it is best to take six month carers leave until… (child) is over this next op, which is hopefully the last. We will review it then... It is going to be more difficult for the staff, but it’s the right thing in the long run.’ 
The line manager also added that arrangements had been made for Y to get financial advice and claim Carers Allowance as this was another issue that was causing concern. Annabile and Kramer (2007, p. 81) contend ‘the most important managerial behaviours…involve two fundamental things: enabling people to move forward in their work and treating them decently as human beings.’ This also supports the argument put forward by Friedman et al (1998, p.1) who propose a new breed of manager exists who collaborates with employees to achieve objectives that can benefit both the organisation and the employee as clarified below:
‘Felt that I had to stay in work late as I had a day off on Wednesday to take my … (child) to an university open day.’
‘A non-working day but I am working overtime due to the situation in work…’

These observations confirm the proposition of Scholaris and Marks (2004) who found that mutual gains for employer and employee can be attained by an accommodating approach to non-work commitments which may lead to greater organisational attachment.
‘Although I am part-time, I stayed a little longer to help a colleague who was snowed under. If I didn’t have childcare issues I would have stayed even longer.’

This last comment also shows that the line manager may not be the sole arbiter, but have to collaborate or offer WLB to manage workloads or crises.

5. Role overload and Guilt

‘A very hectic day, I go home tired and am glad I have the next two days off work. I am not able to switch off from the day’s events. I feel slightly guilty as I am leaving the section to cope at a very busy time during the school holidays. But I know I have no choice as I have to spend time with my own children.’
Another recurrent theme that ran through several participants’ accounts was the feeling of guilt associated with being a working mother, (there were no such accounts from male participants). As one interviewee commented:

‘X [my child] starts work experience today, felt guilty because I went straight to work, when I should have taken… (X) in… I should have gone with X but I wanted to get into work and get an early start.’
A study by Burchielli et al (2008) revealed several individual reports of feeling emotionally torn by not being able to do more with the family, This guilt was apparent in both domains, either because the individual was occupied with work issues in the home domain or worried about family issues in the work domain, with emotional costs in trying to ‘do it all.’ For those colleagues who benefited from WLB provisions, there was the sense that colleagues felt that preference was given for time off during school holidays to staff with caring responsibilities and that there was some resentment, which only added to the feelings of guilt. Another employee explained:
 ‘After work I pick up the children and am given a letter saying there is no school again on Friday. I have already booked three days the following week due to half-term… I always end up feeling guilty but I need to relieve my parents during the school holidays.’
These accounts substantiate the claims of Eikhof et al (2008) who argue that women with children are the main focus of WLB provision and that workers without care responsibilities may even resent WLB policies that centre on parents and carers. They also found parents who take advantage of parental leave provisions fear being viewed as ‘slackers’ by their colleagues. 
6. Work as community/family

‘P [my partner] is starting to complain that my only conversation is about work. Well there isn’t much more in my life at the moment.’
Although respondents claimed that they aspired to keep work and home separate, often their actual behaviour appeared to belie this assertion as their personal domain often included elements from the work domain, which conforms with the contention of Pollitt (2004, p. 4) who argues that with the decline of village and family life ‘people are looking now for the work environment to be their family’:

‘Good day, picked up J … then home ready for visitors, fab meal, good company and plenty of talk about work with A (a colleague)!!’
‘
We went out after work for a drink. Had a really nice evening, but we still talked shop.’
A contributing factor was accounted for by Pocock et al (2008). In a survey about work-life outcomes they found work often interfered with respondents’ capacity to develop or maintain connections and friendships in their community:
F [my partner] asked about work (why I don’t know as he is not really interested) After a few minutes I get told that I should ‘switch off’ and I’m ‘always talking about work’…I don’t see it like that, I talk a lot about the people I spend most of my working life with and some are also good friends… I don’t have much contact with my family or the mums at school any more as the kids have got older so who else is there?
Within Llanelli BDC there are sports and social activities; employees make a large commitment to local charities with staff being given time to engage in fundraising activities and community projects. 

7. Work  intensification

Been out of the office for 3 days - duties not being covered. Went in hour early to tackle expected backlog which was even worse than I anticipated… Again worked 2.5 hours longer than my ‘normal’ working day.

Such a comment substantiates Roberts’ (2007) suggestion that it is not the extension of work, but the intensification of work, with employees required to do more with less that is causing problems. The perception that work is making greater demands on workers means that overall quality of life is affected.
‘Training course on Tuesday… No cover… had to face 2 days work on Wednesday so worked very late. A long, really hard day.

High performance work practices have become more popular in the last ten years resulting in ‘an additional and independent source of work-family spillover’ (White et al 2003, p. 176). They argue that these ‘best practice’ models result in ‘greater discretionary effort from employee’, which is supported by the following comments:

‘Too much work and not enough time. Seven new staff joining section at half term when staffing levels are at a minimum, P sick, plus two staff on telephony sick has really impacted…. Worked far in excess of my contracted hours and went home and did nothing at all. I felt thoroughly exhausted…’
These managers also appeared to have an ‘underlying value of self-sacrificing loyalty to the organisation’ which is working against the development of good WLB practices as proposed by Scholaris and Marks (2004, p. 4).
‘Worked all morning on the garden project- had to leave midday to attend a customer service forum. Had to skip lunch to change and freshen up. Preoccupied with the project whilst driving home- missed the motorway exit and had to retrace my steps, hitting rush hour traffic. Felt very stressed!’

It’s getting so busy in work with all the increased claims for benefit due to the downturn… the staff are under so much pressure that I am worried about them... L has gone sick with stress and I am trying to take on some of… (L’s) work because I do not know what else to do. If I give (L’s) work out I think it will be the final straw…’ 

Interviewees and diarists in general perceived that they were doing more work with less resource. The organisation had recognised that there were staffing implications related to the increased work due to the downturn in the economy, but have been unable to react quickly enough.  New employees have been recruited but will take some considerable time before they are competent to process benefit claims without support and mentoring. This results in added pressure on the employees who are mentoring them as well as trying to manage their own workloads. This supports the contention of Warhurst et al (2008, p. 5): ‘as organisations become lean and mean, employees are being required to do more with less and lunch and other breaks are disappearing as employees play catch up.’ 
Glass ceiling/gender

 ‘Not sure my job is considered as important as his because he has always been paid more and I’ve fitted work around the kids. He should appreciate the sacrifices I’ve made to make this lifestyle work. He’s never had to worry about the kids because I do.’

The discussion around work-life outcomes is also highly gendered. Pocock et al (2008, p. 26) argue ‘men are often shadowy figures in this world. Moreover, although men do not appear to be  involved in the  debate, these ‘ghosts’ influence outcomes ‘much more than the volumes of work-life tips that the self-help industry profitably sells women in bookshops and airports.’ Eikhof et al (2007) propose better WLB may be attained, not with flexible working for women but persuading men to shoulder equitable domestic responsibility. Lilly et al (2006) looked at the work-family conflicts experienced by men and women due to societal and gender expectations and found that women are expected to be more affected by family obligations and responsibilities; men are still expected to be the main breadwinner, which is supported by the comments below:
‘I do everything at home… My husband works hard at his job and does things like the garden, but I do all the housework and childcare…I live in a small village where there is a tradition of old fashioned values… R doesn’t think my job is real work.’

However despite all the complaints about the difficulties of balancing work and home commitments, there was a plethora of comments about the positive aspects of working, which included:

‘I look forward to the school holidays. N is in sports camp… so I can stay in work for an extra couple of hours each day. I watch other mums leave early and enjoy that I don’t have to… I’ve enjoyed working late, I’m doing something for me’.

:
In their study, Bernard and Phillips (2007) found work often functioned as a buffer rather than as might be expected, an additional strain. Women spoke about ‘coming to work’ giving them identities as workers, and as a way of dealing with the daily juggling act.  Another diarist noted:
‘I would like to be full time as I really enjoy my job and have to rely on others to do my work when I am not there. The problem is I would have to rely on my parents even more than I do now. It would cost too much to put the children in an organised play scheme.’
These comments substantiate the findings of Warhurst et al (2008, p. 5) who reported that women also obtain social prestige and feelings of self respect and personal and social identity from their work; a finding which is also supported by the Williams and Jones (2005): ‘work is where we act on the world by bringing our skills and our energy to the task in hand. It is the chief daily means by which we grow and express ourselves.’ However, personal development within the workplace was fraught with problems:
 ‘Trying to prove you can take on more responsibility at work is difficult when you have to finish at a set time every day without fail. And can you get up and walk out of that meeting because there is no-one to pick up the kids?’
The number of quotations on this particular subject suggests that although JCP support WLB, it does not go as far as ‘managing time’ to accommodate WLB. These observations concur with the findings of Warhurst et al (2008); employees often fear that they will be perceived as making less of a contribution or their promotion opportunities will be lessened if they take advantage of WLB policies. Also, opting for part-time work to enable more time for family and personal interests and obligations has opportunity costs, principally less pay and prospects.  Another revealed that she and her partner both felt that it was more important for the male partner to move up the career ladder as they believed that it would not be possible for both parties to achieve their career goals without a negative effect on their family life and to protect the interests of their children who were very involved in extra curricular activities:
‘He is trying to get on in work and is working hard for promotion… I have sacrificed my career for him and the children, there is no doubt about that… We both accept that he is the main breadwinner- it’s a fact… I’ve got a lot more to offer and I’d like to work full-time, but you have to invest in your children as well.’

Drew and Murtagh (2005) surveyed the experiences of both male and female senior managers in a major Irish organisation for which WLB is now a strategic corporate objective. They found WLB was a major factor in impeding the career progression of female managers, especially the long-hours culture in which reduced/flexi hours is not compatible with holding a management position, as confirmed below:
‘If writing this diary has shown me anything it’s that finding a good work-life balance when you’ve got children is impossible. There is a constant worry about obligation and responsibility… you avoid ‘wasting’ leave, just in case you have an emergency.’
‘We both accept that I am the main carer; if the children are ill it is always me who asks for time off. Having said that, it’s also because my job allows me to do so… in work they understand that sometimes you have to ring in if the children are unwell. My spouse does not have that flexibility.’
8. Stress and overwork

‘Work was a bit tense today, under a lot of pressure. Fell out with a colleague, it has made me feel quite uptight and fed up. Couldn’t stop thinking about it all evening.’
‘Thinking about all the changes underway in work and how they will impact on me and my role. Can’t sleep!!’

 This section considers the effects of spillover from one domain to the other. This theme was an issue which ran through the majority of accounts at various times through the diary keeping period.  Sonnentag and Bayer (2005, p. 408) found that employees who could psychologically detach after work felt better at bedtime, which often resulted in a sense of well-being the following day. Ability to detach was negatively affected by days characterised by high workload and time pressure, (when it was most needed) which in turn reduced well-being at bedtime: ‘…when workloads are high, need for recovery increases  – but at the same time this high need for recovery is less likely to be satisfied.’ Employees generally experienced difficulty in unwinding:
‘Felt on edge and under stress throughout the day. Everything required immediate attention and continuous interruptions exacerbated the situation…planned to go for meal with friends but made my apologies as too tired to attend.’

‘I am doing 9 hour plus days... too tired to have a decent conversation at home.’

‘I’m exhausted and don’t even want to talk when I get home. Being really snappy with the boys and tell them to leave me alone.’
 As noted above, some aspects of work have effects beyond working hours: for example, demanding jobs can affect health and mental and emotional well-being. In Galinski’s (1999) US study, children were affected by the stress that parents carried home from work, generated, not only by hours worked, but also by its intensity.
‘Another bad day. I have had to prioritise the work and make a decision to forget certain tasks. I hope I can pick them up later…I left work later than I intended and although I got out on time for an evening meal, I nearly killed myself to do so…. I felt stressed and irritated about the impact that work was having on my personal time’.
A survey by the Work-life Balance Centre (2005) revealed that most employees felt that their workloads were sometimes out of control, resulting in symptoms such as tiredness, irritability and anxiety. Hurst et al (2009) found that whilst people feel very positively towards work, there are high levels of work related illness, resentment of long hours and feelings of being out of control.’
9. Resources and Financial considerations

‘I was too tired to do much and fell asleep watching TV. It would be nice not to have to work full-time, so that I could do the chores in the day and relax at night.’

Hall and Atkinson (2005) found that employees often perceive that formal systems such as part-time working, whilst attractive involve reduced pay, which is not viable for many employees.   

‘I felt bad about working overtime on Valentines’ day, but we need the money.’
‘In work today (Saturday) from 7am to 2 pm. T rode both horses out in the morning, so I missed out there, but the money for overtime is too good an opportunity to miss.’
‘Warhurst et al (2008) proposition that although work-life patterns can be externally surveyed, how individuals actually experience them can vary for the individuals concerned is clearly supported  here: 
‘My back is really bad at the moment, also the steroids …make me feel horrible. Had no choice but to go to bed early with some painkillers. It’s a battle as I feel I am worrying about my health and my ability to work. Hardly saw the kids this evening.’
‘In work but worried about N… (who) had a bad night…We are both worried about … (N’s) illness which seems never ending’. Have used up quite a lot of leave taking…  (N) to hospital, but there’s no alternative.’
These individual experiences are constrained by ‘monetary, cultural and social resources …as well as by the structures within which individuals work and live. Both resources and structures can enable and restrain individual practices and work-life patterns’ (Warhurst et al 2008, p.12).  The economic downturn, to some extent, protects public service jobs in areas such as JCP, but also affects job security for partners of employees.  One employee is facing difficulties as the spouse had been made redundant and as a result was working overtime up to 50 hours a week: 

‘M signed on today at the Jobcentre. No jobs available…worried about money… I’m worn out working all these extra hours and feel stressed out.’

This account corresponds with the findings of Grzywacz and Marks (2000) as cited Jones and Mckenna (2008) who found that working 45 hours or more is associated with negative spill-over from work to family. Another employee was facing the real possibility of redundancy as the spouse’s employer was looking to make further job cuts:

‘I am very worried about the possibility of F losing his job if C cut back again... can’t afford to turn down the overtime.’
Managers’ perspectives in the role of employee

‘I do like my job and am to some extent defined by my work; it gives me a sense of purpose… I have a sense of achievement when a task is completed well. But I also hate my job sometimes as I don’t feel I can give my all to anything, I am juggling balls and always playing catch-up… The new buzz phrase in management is more-for-less. That makes me really angry. As a middle manager, I have the responsibilities of a senior manager with far less resource…’ 
Access to work arrangements is not automatically compatible or consistent with the boundary preferences of employees. De Man et al (2008, p. 93) found that if work does not offer ‘clear time and space markers’ individuals have to put in considerable personal effort into boundary management  to separate work from home. The respondent was very clear that every effort was made to separate work and personal life although it was not always successful. The respondent continued:
‘I work long hours because I am trying hard to keep my home life completely separate from my work. I would rather stay late than take work home. I have a works mobile phone, but I now switch it off when I am not working…I was too available…that psychology is pernicious, it takes you over…’ 

This experience agrees with the findings of Chesley (2005), who argues that the way we work is changing. He found that employees who can be reached by mobile phones and pagers outside of working hours report more negative spillover than those who cannot be contacted. However, for different reasons the respondent still experienced some personal strain:

‘The effects of work still seep into my home life. I do community work and am also a lay preacher; the increased pressures from work mean that I am too tired to commit myself to the extent that I used to. It bothers enormously me as that part of my life is very important to me.’
Fangel and Aalokke (2008, p. 139) quote Kunda (1992), who advocates setting clear boundaries between work and home to protect home being overrun by work: ‘work is at once seductive and repulsive; non-work must be protected. Maintaining a time boundary between the two is considered important and difficult.’  Another manager remarked:
‘I became a manager almost twenty years ago, before I had children. It was a good achievement back then… I have teenage children and care for my mother who is almost 90. I have more than enough to do without thinking about moving up the ladder… My caring responsibilities have definitely affected my career. I am working four days a week to try and fit everything in… It is impossible for me to keep my work and my home life separate although I would like to… My mother has become forgetful and I do receive calls from her when I am in work. Also being a manager does not fit in well with fixed hours and I do take work home… It is sometimes very stressful and has affected my health at times.’
Williams and Jones (2005, p. 4) reveal that the UK population is ageing; young people stay in education longer and have children later in life. ‘With a lower birth rate and a higher life expectancy also comes an extension of both youth and old age’.  A ’sandwich generation’, who face the responsibilities of caring for both children and parents is emerging. Fangel and Aalokke (2008, p. 138) argue: ‘in reality, boundaries are constantly re constructed, maintained and crossed with some professions allowing for more or less integration between home and work than others.’ Therefore, employee experiences will be found somewhere between integration and segmentation on the continuum. This employee also recognised that the culture of the organisation enabled a career (although limited in terms of what might have been achieved). Being able to take personal calls when necessary or have the odd day off to take the mother to hospital was balanced by the work often taken home. This meant that work and non-work was managed most of the time, although ‘everyone wants a piece of me and sometimes there are not enough pieces.’
.  
Pocock et al (2008, p. 24) propose ‘work and life are not dichotomies but interactive fields, with spillover between them.’ The boundaries between work and life are porous: ‘spatial when working at home or on the train; temporal whilst carrying out work and care simultaneously and interactive as one realm affects the other.’

Management Perspective on WLB Policies

‘We are trying to be all things to all people - it doesn’t work…  The Department offers countless work life policies which are laid out very clearly on the intranet. People access them regularly and we have a work/life champion who staff can talk to… We are trying to manage a business here and our customers are people who are often in urgent need of money. Its real time here and these customers have to be paid today.’
According to Poelmans et al (2003, p. 276) managers may play a ‘pivotal but contradictory role as both victims of work-family conflict, primary sources of resistance or support for these policies and practices, and agents in their implementation.’

‘ Of course we want to help people to find a balance but what the policy makers overlook is that often one person’s work-life balance is another’s lack of balance… The majority of our employees are female, many with young children. For example, they often ask to work part-year, off in the holidays. If we refuse, they ‘grieve’ to HR or the union and we end up allowing it… It sounds like I don’t care but what I’m saying is that already stressed staff left in work, who often cannot afford to take up these policies, end up with unmanageable workloads… We need to find a process that allows us to fill in the resource gaps, so that it’s fair on everyone.’
WLB is dependent on, not only managerial support but also on worker co-operation as well. Often workers are being forced to support others WLB. Lambert and Haley-Lock (2004, p. 185) recommend: ‘if the organisation itself absorbs variations in workflow through better management practices, then there can be a larger pie of flexibility so that all have ‘enough’ though some may have more.’
This chapter has presented and analysed the published literature relating to boundary theory with the primary research conducted at JCP, Llanelli Benefit Delivery Centre and the perceived effects on the employee. Chapter 5 will synthesise and analyse the benefits and limitations of boundary theory and current work life policies and practices as well as making recommendations for improvement.
Chapter 5
Conclusions and Recommendations

This chapter synthesises the published literature relating to boundary theory with the primary research conducted at JCP Llanelli Benefit Delivery Centre. It evaluates the benefits and limitations of using boundary theory to research the work-life balance experiences of employees working in the Llanelli office, as well as making recommendations for improved processes and future research where appropriate. Firstly we consider the three objectives of the research:
Objective One: To explore the concepts of work-life balance policies and practices, work-life integration and boundary management at JCP:
JCP has introduced work-life balance or family friendly policies such as flexitime and reduced hours working because it is acknowledged that there are business benefits. These policies can result in increased productivity, reduced absenteeism and the recruitment and retention of better talent. DWP claims to recognise diversity and equal opportunities in the workplace and has introduced ‘work-life strategies’ to help employees to manage the demands of both work and home, with the emphasis on benefits to both the employee and the business. However there is often a disparity between the proposed aims of the organisation and the actual work-life experiences of employees.
As stated in previous chapters, boundary theory looks at the relationship between work and home by focusing on the boundaries that separate them. Researchers such as Kanter (1977) have long recognised that work and family are interdependent. In this research, boundary theory has supplied a theoretical framework to explain how workers combine work and home in different ways (Nippert-Eng, 1996; Ashforth et al 2000). This framework helps to focus on why some people have very clear boundaries between work and home (segmentation) whilst for others (integration), the boundaries are very blurred: ’one giant category of social existence’ Warhurst et al (2008, P. 14). Boundary theory has proved useful in this study of work-life balance by explaining the circumstances in which individual well-being is affected by the degree of work-life integration and can be applied to a range of work-life issues including working at home, flexible scheduling, mobile technology and workplace culture. Seminal works such as that of Nippert-Eng (1996), who investigated how people shape work-family boundaries through ‘proactive’ boundary work, demonstrate how people draw the line between work and family, focusing on individual preferences for integration or segmentation. This research has found that in reality, these are the extreme ends of a continuum and most people’s experience lies somewhere between the two.

As articulated in chapter four, two boundary characteristics were found to affect the strength of the boundaries: flexibility and permeability. Flexibility refers to the capacity of the boundaries to expand or contract according to the needs of either domain. Permeability refers to the extent to which the boundaries allow psychological or behavioural aspects from one domain to affect another.

Objective Two: To evaluate the issues that impact on the achievement of work-life balance of employees:
This study found that the majority of respondents favoured the concept of boundary segmentation as a means to achieve a balance between work and life, although in practice absolute separation of the boundaries between work and life was not achieved (Ashforth et al 2000, Rau and Hyland 2002), nor expected, by employees, who often appeared not to be in control of their individual balance. Chapter four identified several themes that impact on WLB (for good or bad):

Integration and segmentation are both viable strategies for managing the boundaries between work and non-work and the difficulties of dealing with multiple roles (Rothbard et al 2005). Although most people claimed to favour segmentation over integration, in reality, all of the respondents occupied a position along the continuum, though some nearer one end or the other.  Flexible work policies did not always match with individual boundary preference and success was only achieved with considerable personal effort to maintain separation. In accordance with the findings of De Man et al (2008, P. 106) the main influence on home permeability comes from the opportunity to separate work from home life as work characteristics impacted on home life for JCP employees. Boundary preferences influenced outcomes to some extent, but there were examples of involuntary boundary permeability as ‘boundary preferences do not serve as sufficient counter pressures.’   If there is a fit between the values of the organisation and the needs and desires of the individual, the result can be greater work and life satisfaction and greater commitment to the organisation (Rothbard et al 2005). 
On the surface, flexible working seems to have answered the demands for more family/non-work time. However for many workers the increasing intensification of work has offset the benefits; as a result there is increasing frustration and dissatisfaction with work-life experience (Warhurst et al 2008, p. 16). JCP employs high performance work practices which have clearly resulted in ‘greater discretionary effort by employees (White et al 2003, p. 176). Employees appear to ‘go the extra mile’ regularly and junior and middle management commitment to their teams is working against the development of good work-life balance practices. In the context of rising unemployment, work intensification is set to continue or even increase. Automated systems employed at JCP are being put under severe pressure; several times the systems have become overloaded and employees have had to revert to much slower clerical processes.

There were numerous references made to stress and overwork in the diaries and follow-up interviews. These aspects of work have effects that spill-over into other domains. Respondents identified feelings of tiredness, irritability and resentment of long hours and many acknowledged that they had difficulty in ‘switching off’ after a stressful day at work. Commitment to the job is still related to the hours worked as employees believe that there is a conflict between flexible work policies and managerial culture. ‘Challenging the ‘superhero’ myths may be an important first step in reclaiming a balanced lifestyle’ (Neault (2005, p. 2) Employees have problems with maintaining the boundaries between work and non-work and not much time to consider alternatives: ‘in the age of the time bind…constant busyness is the ‘opiate of the masses’ – a way of suppressing feeling and ideas that might challenge the status quo or the market culture’ (Hochschild 2008, p. 87-89). Education in terms of culture management should be directed at employees and managers, with continued support and guidance to challenge the ‘superhero’ myth.
There were many accounts from employees of high levels of overtime worked on a fairly regular basis. Neault (2005) recommends that part of the solution is to offer flexible scheduling that respects personal boundaries and ensure that there are sufficient resources in place to negate the need for excessive overtime.

In JCP, informal arrangements agreed between line managers and employees appear to mitigate role conflict where the line manager is sympathetic to the needs of the employee and understands how an employee feels about their family life. Evidence from chapter 4 has revealed a supportive ethos from some but not all line managers. Where collaboration existed between line-manager and employee WLB benefits ensued; where it did not there were feelings of resentment towards those who did benefit. Communication with line managers about ‘the family domain as an understood, meaningful experience’ resulted in less role conflict (Clarke, 2002 p.  46).
There was clear evidence in both diaries and follow-up interviews that women enjoy their work and obtain personal and social identity as part of the workforce. There was a perception by some employees that there were opportunity costs for those people who took advantage of WLB policies in terms of promotion and development opportunities. The long-hours culture that exists at managerial level was seen as a major barrier to holding down a managerial position. On the positive side, evidence suggests that women employees with children can rely on support from managers when they face family and non-work difficulties that spill over into the workplace. Unfortunately, this may reinforce social norms which assume that although women’s participation in the workforce is widely accepted, women should bear the main responsibility for child, disabled and elder care. Thus, it seems that the issue of gender still lies at the heart of work-family conflict. Also, to some extent, JCP is assisting the organisations who employ the spouses and partners of their employees that do not have such supportive arrangements. Other countries have begun to move parenting from a personal issue into a social issue. In Sweden they are attempting to ‘de-gender’ caring responsibilities by offering equal treatment to both parents. Flexible working becomes the norm; ‘these practical approaches to policy and organizational change reflect poststructuralist notions of providing new stories and metaphors’ (Smithson and Stokoe, 2005, p. 151). In the UK, little current work-life balance debate involves men, and also those workers who do not have partners or dependants. The continued focus on family simplifies the situation ‘as a ‘de facto’ confirmation of the normalised sexual/gender division of labour’ (Smithson and Stokoe, 2005, p.151).
 Macinnes (2008, p. 58) argues that while the WLB discussion ‘continues to focus on micro solutions and individual choice’, it sidetracks the debate from the bigger public issue: how to ‘balance’ the rights and obligations of parents and workers across the life course.’ Since 2000, changes in legislation have allowed Dutch workers to have more control over working time. As a rule, parents with young children can work part time, as can older workers in the years leading to retirement, without the quality of one’s job being affected (Todd, 2004). Some countries such as France and Sweden have integrated family and employment policy. In France, family policy is funded by social insurance contributions from employers and wage earners which go directly through the National Family Allowance Fund (Ackers, 2003). Also, work-life balance is strengthened by state provision of crèches and tax allowances for childcare. UK Government need to inspire employers to subsidise time off for parenting, or convince the taxpayers to meet these costs.
Objective Three: To analyse the strategies that employees use to manage the boundaries between work and home.
This research has found that employee behaviour is the most difficult thing to assess. In practice, these individual ‘boundary preferences’ are often not achieved, as good boundary management is required to separate work and home, which requires a great deal of effort by the individual (Warhurst et al 2008  p. 10).  Lack of resources and financial constraints were seen to have a detrimental effect on work-life balance experiences of some employees. Warhurst et al (2008, p. 16) propose that boundary theory has some limitations; the focus on work-life boundary ‘fails to adequately appreciate that workers with the same degree of integration or segmentation between work and life often have very different work-life experiences.’ They argue this can be articulated in terms of ‘work-life patterns’, which are ‘shaped by the characteristics of work practices, structural constraints, lifestyles and logics’ Warhurst et al (2008, p. 16).
 A few employees were relatively successful in managing their boundaries through deliberate ‘active organisation’, but there were opportunity costs in terms of progression at work. Others managed a career because there is an organisational culture that allows for personal demands at work. For many, the pay-off for this boundary flexibility was increasingly ‘blurred boundaries’ that for some employees with partners and caring responsibilities enabled both to work and enjoy the consumptive power that the increased income generated. On the other hand the supportive culture generated feelings of responsibility and commitment to the organisation that may contribute to poor WLB (De Man et al 2008, p. 106). Managers were affected most as boundary permeability, although not their preference, was involuntarily imposed because of the characteristics of their jobs, given that they were more able to take their work home. Workers without managerial responsibility were still affected to some extent as a number of employees carried their ‘mental’ work home with them; they often found difficulty unwinding after a stressful day at work and these effects were often carried over to the next day. Some respondents were working part-time hours, in an attempt to better manage the boundaries between work and home, for example, to pick the children up after school. These employees often felt they were on a ‘treadmill’ with little or no control over their working hours and appear to suffer greater work-life conflict. Informal support from line managers was a critical element and shaped WLB outcomes for many employees. A number of respondents, although claiming to prefer separation, had developed a routine that encompassed an integrated lifestyle. Lacking family and close friends in the local community, close relationships have been built up with other employees that included socialising and talking about work in the home domain. A lack of feminist ideology was apparent; there were several accounts of women employees not only being more affected by family obligations and responsibility, but accepting the status quo. In their EU study, Crompton and Lyonette (2005, pp. 26-27) looked at the ‘societal’ effect and found that British workers report the highest level of work-life conflict. In contrast they found that Norway and Finland have ‘encompassing’ welfare states. Not only have their governments introduced policies to support dual-earner families, but also policies to encourage men to be more involved in caring and domestic work.
 Employees also have to deal with the consequences of the changing nature of work, especially the use of mobile phones and pagers, which adds to the difficulties maintaining the boundaries between work and home. One manager put considerable personal effort to keep work and life separate by working long hours instead allowing contact from work when at home, which was to some extent self-defeating. Integrating work and home life enabled another manager with social and family care responsibilities to manage all her commitments, although at some personal cost. Williams and Jones (2005, p. 26) recommend that we ‘start talking not just about working hours, but about working lives’. People need different things at different times in their lives. In accordance with their findings, in this study, respondents have shown that ‘they want to be able to work in different ways as their responsibilities change – not to stop making an economic contribution but to make a different one at different times.’
 ‘The two for one offer where for every employee an employer gets, they get one person –usually a wife, sometimes a mother – for free, is over. But someone still needs to look after the children and do the housework’ Williams and Jones (2005, p. 27).
Recommendations for Change
1. Action by JCP

Recommendation 1: JCP should audit its people policies and re-examine the fit between the boundary preferences of its employees and the boundary management strategy of its work-life policies. 

Recommendation 2: JCP should introduce a programme of education to change attitudes and behaviours. Managers need guidance and support to learn to work differently and help others to do so.

Recommendation 3: HR practitioners at JCP can help individuals through workshops and coaching to make changes at home and at work to manage work-life boundaries.

Recommendation 4: JCP should look for ways of filling in the ‘reality’ gap between policies and practices. Sufficient resources should be in place so that costly excessive overtime is not worked.

Recommendation 5: JCP should introduce people management training for line managers as part of the induction process as well as review the capabilities of current line-managers.

2. Action by other Stakeholders

Recommendation 6: EU and Government should introduce legislation for employers to offer support for all parents, without the individuals involved suffering ‘career death’ or other consequences.
Recommendation 7: Concentrated stakeholder ownership of parenting issues is required from Government, employer and individual.

Recommendation 8:  Government and social partners should analyse the factors that influence life patterns in order to affect a fit between individual needs and WLB policies and practices.

Recommendation 9: As the working population and the way we work changes, the EU Government and employers need to consider what these changes create for the labour market:

As discussed in chapter four the integration/segmentation continuum is influenced by flexibility and permeability. Also, the benefits and costs of integrated work arrangements are affected by individual boundary preference, the amount of boundary work they do and the fit between the two. In addition, human resource practices and policies and, importantly, organisational culture can support or undermine the best outcome for employees.
In conclusion, boundary theory has important consequences for research and policy on work and family. It addresses work family boundaries and the relationship between individual preferences and the strategies they employ to manage these preferences, as well as the social context and cultural meaning relating to work and family.

Review of Research and Directions for Future Research

This research successfully fulfilled the desired objectives and resulted in an original set of recommendations.  However, certain limitations of the research must be acknowledged:

  First, the research focused on a single unit of analysis, Llanelli Benefit Delivery Centre, as a case study organisation. While this was suitable to obtain in-depth knowledge of the phenomenon under investigation within the particular public service context, the organisation is not necessarily a representative case.  However, as a theoretical generalisation rather than a statistical representation was attempted, that is, the conclusions were not attributed to a larger population, the boundary theory applied in this particular organisation can be generalised to other professional contexts. Furthermore, as the contractual terms and conditions within JCP are relatively homogeneous, the employees within the case organisation should receive similar treatment to employees throughout JCP. Nevertheless, an area for future research might be a cross-case study analysis of the WLB policies throughout JCP.
Second, it is recognised that the reliability of research results tends to be low when using a case study strategy; however, triangulation, i.e. employing the diary method followed by semi-structured interviews to collect much of the primary data facilitates the replication of this research. Moreover, the combination of methodologies reached similar conclusions, thus the reliability was improved when compared to a single methodological approach.
Third, although care has been taken to avoid bias and subjectivity of analysis throughout the study, the researcher is part of the organisation and known to most of the participants, which may challenge the validity of the study's design and findings. 
This research has provided a 'snapshot' view of the experience and perceptions of employee work-life balance using boundary theory as the theoretical model. An original set of recommendations has been produced, which if implemented, and combined with the dynamic nature of the of this public service sector, provides an opportunity for a longitudinal comparison in the future.
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APPENDIX 1

SEMI-STRUCTURED INTERVIEW QUESTIONS
· What does work-life balance mean to you?

· Is the balance between work and life important to you?

· Are you happy with your work-life balance?

· Are you responsible for child or adult care?

· Does your employer offer you any flexible working options to achieve a good work-life balance? If so, what are they?

· Are you encouraged to make use of them?

· Does your line-manager support work-life balance?

· Do you have control over the hours that you work?

· Do you ever feel that you have too much to do?

· Do you ever feel under pressure to work overtime (longer than your contracted hours)

· Do you feel that you have to put work head of your personal life if you want to get ahead?

· Do you prefer to keep work and home life separate?

· Does your job allow you to keep your home and work life completely separate?

· Do you ever work from home?

· Do you find that work interferes with your home/family life?

· Does your home/family life interfere with your work?

· Do you have difficulty winding down after work?
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