
Handout for Analysis Workshop 1 
These quotes were obtained from staff who worked in job centres for a regional public employment service. The first quote was taken as a response to a request for a story. The other quotes are all part of general interview transcripts which were the result of loosely structured qualitative interviews. 

Key: I= Interviewer, R= Respondant

Extract 1

1. I: Would that be at the office sort of- office level or district level or…?

2. R: At the office manager level – the district manager doesn’t really get involved 3. as such in how you operate each individual office. Our office manager, I mean 4. this manager, he’s a lot better than the last one. The last one didn’t have  any  5. clues whatsoever.  He lived in cloud cuckoo land as far as I was concerned.  We 6. never saw him. But this one’s a lot better.  He’s more the people’s person.  So 7. yes, obviously you can talk to him about - depending on when you see him - you 8. can talk to him about whatever…So yes, he seems a bit better. 
9. I: So I was going to say, just to get back to before- what changes have taken 11. place here over the past two years?

10. R: What changes! Good Grief! In the Employment Service things change all 11. the time….

Extract 2

12. I: Could you give me an example of a difficult customer?

13. Got to be the middle-aged woman who burst into tears and called me a cunt 

14. before throwing a pile of papers at me. She came in at about 10 o’clock in the 

15. morning and smelt like Gin Lane. She had obviously been drinking heavily, 

16. which I’m not necessarily opposed to but it’s never really a good idea to start 

17. at breakfast. The lady sat in front of me in an Iron Maiden t-shirt with hair 

18. that looked like things were colonising it (told you I’m not one for stereotypes) 

19. and asked me for details on a specific job as PA to a company director that 

20. required experience of all sorts of. software packages. When she told me she 

21. had never heard of the packages I suggested that for 17,000 P.A. she was 

22 . perhaps not suitably qualified. We sat in  silence for about 30 seconds (felt 

23. like an hour) before she let out a wailing sound and as tears ran down her

24. face she shouted that she wasn’t prepared to be patronised by a little cunt like 

25. me (I’m six foot one…). What I felt like saying was ‘look its 10 in the morning 

26. and you’re  pissed, lack of IT skills is the least of your problems’. What I     27. found myself saying was ‘sorry if you’ve interpreted what I was saying as 

28. patronising, it wasn’t meant to be…I was just pointing out that the job 
29. description called for someone with more experience, if you feel that strongly 
30. about it you are entitled to make a complaint’. She screwed some leaflets up 

31. and threw them at me whilst blowing spit bubbles out of the corner of her 

32. mouth and stormed out. I could feel everyone around me staring at me and 

33. tried to behave as if nothing had happened, but when the first words the next 

34. client said were ‘I know how she feels I had a nervous breakdown last year its 

35. not fair how some people are treated’ I just stared at her and said something 

36. along the lines of ‘behave’.

37. I went to a Handling Difficult Situations course a couple of weeks later and 

38. mentioned the situation, the trainer suggested I could perhaps have 

39. approached the subject of her drinking problem directly but with tact…when I 

40. asked how, he suggested humour. I only asked her about her IT skills I dread 

41. to think what would have happened if I had started cracking gags. On 

42. occasions you find yourself dealing with situations that in order to be changed 

43. call for wholesale changes to  peoples lives and personalities and I am not 
44. sure that the jobcentre is the best place for dealing with that.

Extract 3 

45. R: Sometimes it could be the waiting time queueing that can make                 46. people…And if somebody’s a pretty lone character anyway and they have to 47. wait 35 or 40 minutes to be seen, they’re steaming by the time you get to them 48. and you know it, you can hear it in the queue, and you can’t just hear it but 49. see it… language gets abusive, it’s personally abusive, and you think I’m     50. going to get this man in 10 minutes … And it’s pretty disgusting sometimes. 51. Some of us can cope with it, but some of our other staff - it depends on         52. personal circumstances - but they can’t always cope with it or find it very,   53. very distressing and I really feel that they [the management] are so far         54. removed from the frontline, all these changes that they’re being expected to 55. make puts so much more pressure on your function…they should support us, 56. they don’t understand.
Extract 4

57. R: I think we did have more incidents in the past when we were less customer 58. aware, but I wouldn’t describe them as rare [violent incidents]. Rare to me  59. would be something that happened once in a blue moon and that’s not the    60. case.
61. I:- So why do you think they [management] would say that?
62. Why do they say it? Have a false sense of security, not meeting their 
63. obligations as an employer from the health and safety point of view. It’s an
64. official line and official lines are developed by people not doing the job, 
65. someone in their ivory tower sitting in London head office or Sheffield head 
66. office who’s probably never sat on a front line actually and know what it’s 
67. like. They’ve got the theory but not the practice.’

68. I: Have you ever met acustomer outside work out on the street? 
Extract 5

69. I: Oh do they? And they pin them [stats] up?

70. R: Yeah. That’ll just go there, but on the board, on the white board in there 71. it’ll be this months team target to achieve…and make sure you do this…

72. I: And is that in the canteen?

73. R: Yeah, make sure you do this. Make sure you do that. We started saying that 74. we don’t want any work on that white board, because we used to leave          75. messages for each other. You know, if someone’s had a baby, or I don’t know 76. whether it’s still there, but two people have had babies and we put it up on  77. there, born such and such and congratulations to whatever, and at one stage 78. we did say we didn’t want any work on there because it’s a tea room and we 79. want to go in there and relax and get away from that.  But that didn’t go down 80. very well, but it did - you know, the stats and that were taken off, but then she 81. does put stuff on there, which is work related. She’s often in there doing it.   82. Whether it gets read or not is another story.’
Extract 6

83. I: Are you telling me that if a frontliner had an aggressive incident outside   84. work, there would be no legal support?

85. R: This is true, yes. One of our members of staff was assaulted on the doorstep 86. outside the office; the person who assaulted him was a member of the public – 87. one of ourcustomers - and they were basically said, ‘sorry we’re gonna do

98. nothing’...and he’d been given quite a beating...and they said well no there’s

90. nothing we can do to help - even though we were waiting to get into the

91. building, staff entrance/public entrance, right next to each other - there was

92. no support...
93. I: What did the Union have to do for him?
94. He didn’t want to pursue it himself - cause he didn’t see why he should, he

95. thought that management should be supporting him - and they didn’t.

Extract 7 

96. R: It was what they said…but before when it was the benefit office it wasn’t 97. the same, but when we merged with the Employment Service the customer was 98. always right, and if there was an incident the emphasis was always on, ‘how 99. did you interpret this? What did you do to make them do that?’  Now if there 100. was an incident and someone 4 was assaulted...it’s like your fault  - that’s   101. what most people felt - and they didn’  really pursue it really, call the Police, 102. or take any legal action...you have to take a 6 personal case out against this 

103. person yourself. So we felt there was no support from management.’  

Extract 8 

104. I: Do you think frontliners bitch as much?

105. : Yeah but they don’t have time, all the bitching takes place in the canteen,  106. and that’s limited by who’s in the canteen with you! If Melanie {the           107. manager} is around… But when you’re sitting like I sit opposite Debra all 108. day and moan 

109. about the customers, the people, everything…There’s a lot of racism and 110. stuff  in this place, has anybody mentioned anything about this to you?’ 
Extract 9

111. I: Did they [frontliners] record incidents?

112. R: All members of staff were encouraged - more so I have to say by the Trade

113. Union than management - to record all incidents, but in my experience was

114. very few; well to put it in another light, only the extreme incidents were

115. recorded...At a guess, at least 70% of incidents were never recorded.  Two

116. reasons: one - the pressure of time; cause you gotta take time out to do that;

117. and second - there was a certain degree of pressure from management, 105. 118. saying, Oh you don’t wanna record that, you know, so, no, no way were they

119. recorded.’
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