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Pull An Elastic Band Too Far - It Snaps!
Building A Resilient Workforce To Manage Pressure Effectively

‘Resilience’ is the new buzzword for the process of adapting well in the face of adversity, trauma, tragedy, threats or
other ‘stressors’. It's how we ‘bounce back’ from difficult situations. And fortunately resilience isn’t a characteristic that
we either do or don’t have. It involves behaviours, thoughts and actions that can be learned and developed.

Studies have shown that the most important factors in building resilience include:
having caring and supportive relationships

the ability to make realistic plans and take steps to carry them out
possessing a positive self-view

confidence in your strengths and abilities
good communication skills //////// l
being able to manage strong feelings and impulses
g g g feeling p b P g\

strong problem-solving abilities

So if these are the qualities we need to increase our resilience as individuals, what lessons can we learn in terms of the
characteristics and culture required to build a ‘resilient’ organisation?

Building Resilience By Reducing Stress

Because our working lives are becoming increasingly stressful, last

November the Health and Safety Executive announced its new Management
Standards for work-related stress, which are designed to help ensure that
organisations address key aspects of workplace stress (or ‘risk factors’)
including demands, control, support, relationships, role and change. For each
risk factor, the Management Standards include a description of what should be
happening in an organisation (or ‘states to be achieved’) in order for the standard
to be met. ‘Demands’, for example, includes issues like workload, work patterns
and the work environment. States to be achieved are that:

e The organisation provides employees with adequate and achievable demands in relation to the agreed hours of
work

e People’s skills and abilities are matched to the job demands

e Jobs are designed to be within the capabilities of employees

e Employees’ concerns about their work environment are addressed
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The guidance centres round carrying out a risk assessment for stress
(this is also a legal requirement), the results of which should highlight Riske Assesspent Tranntng
problem areas that need to be addressed in order to reduce (or ideally '
remove the causes of stress).

But while the Management Standards provide a foundation for stress
reduction, there are many other actions that your organisation should
also consider in order to increase its resilience, some of the most
important of which include the following:

Commitment To Stress Management

A Stress Policy should be implemented in conjunction with staff liaison groups, and commitment should begin at the
most senior level and be cascaded downwards. There’s little point in introducing stress management training for line
managers, for example, if senior managers have little or no commitment to minimising or eliminating excessive pressure
within the organisation.

Recruitment And Selection

When recruiting it's important that both the organisation and applicant understand the requirements of the post and
potential pressures involved. One conclusion of a landmark Court of Appeal case in February 2002 was that ‘there are
no occupations that should be regarded as intrinsically dangerous to mental health’. It's therefore essential to combine
an appropriate selection policy with sufficient job-specific and practical training - to enable individuals to carry out their
jobs within their capabilities and with the minimum of stress.

Management Style

Effective communication is often neglected in management training, yet it's essential to good management — by
reducing misunderstanding and the opportunity for discontent.

Effective communication includes active listening skills - engaging with the person you're listening to and responding
appropriately. Good communication at all levels will help ensure that everyone in the organisation can work with
confidence — reducing the opportunities for stress to develop.

Work-Related Training

Many organisations face deadline pressures or sudden changes in work demands, and employees need the necessary
training and experience to meet the ever-increasing demands made on them. Examples include training in resilience,
time management, communication skills, etc. Training in communication (and particularly active listening) skills is
essential to help ensure that managers are aware of their team members’ problems and in a position to offer early
interventions to resolve these.
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Stress Awareness And Stress Management Training

For stress management to become integral to corporate culture, initiatives must be introduced that will raise awareness
of work-related stress. In particular, recognising the early warning signs and symptoms should become integral to
management strategy. This can be achieved by monitoring sickness absence (especially short-term), carrying out
confidential staff surveys, observing working relationships (especially team dynamics), and questioning changes in
attitude and behaviour.

Stress management training can then build on this by teaching employees about the nature and sources of stress, its
effects on health, and the personal skills needed to reduce it. Training may also help reduce stress symptoms such as
anxiety and sleep disturbances, and has the added advantage of being relatively inexpensive.

Employees also need to know how to raise concerns about work pressure (informally and formally) — for example by
speaking to their supervisor or manager, through an existing grievance procedure, or under a dedicated stress policy.
The key is that employees should find it as easy and unthreatening as possible to speak up about stress at work, and
should be able to do so without fear of recrimination or any other negative outcomes.

Mediation And Negotiation

In mediation, the parties in a dispute express their views on a contentious matter,
establish common ground, and move towards a solution that's acceptable to all.

In negotiation, the aim is to reach agreement on a course of action that satisfies

at least some of the claims of both sides. Access to mediation and negotiation are
therefore vital in enabling workplace disputes to be resolved before they escalate

into stress-inducing or bullying behaviours which can be much more difficult to resolve.

Rehabilitation Back To Work

Where employees have been forced to take time away from work as a result of stress, their rehabilitation back to work
needs to be carefully managed. For those employees who require specialist support, Employee Assistance
Programmes and counselling services are a vital component in employee well being.

Employee Counselling

In February 2002, the Court of Appeal ruled, inter alia, that ‘any employer who offered a confidential counselling service
was unlikely to be found in breach of duty of care, by the courts’. Counselling should therefore be regarded as an
intervention to be included alongside other supportive services available to employees.
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First Contact Counselling Teams

These teams are made up of volunteers (from the organisation) who are trained in basic counselling skills, and receive
ongoing training and supervision. They're often used as a first contact’ for employees, for whom they can provide an
active listening service and help to deal with work-related problems such as stress, bullying, change and mediation.

Employee Assistance Programmes (Eaps)

An EAP offers employees access to a confidential counselling and information service,
and to be effective must have the backing of senior management. However, although
it can play an important role in helping to deal with stress-related problems, it should !
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not detract from the importance of line managers actively listening to their staff. Nor
must an application to the EAP be misinterpreted by managers as suggesting a lack
of confidence in their own ability to deal with stress-related issues.

What Shouldn’t You Do?

Depending on the nature of your organisation, concierge services, or complementary therapies such as reflexology,
yoga, massage etc, may also be of benefit. Typically, however, they should be incorporated within an holistic approach
to reducing work-related stress and increasing resilience — rather than being expected to resolve underlying problems
on their own.

If an organisation introduces these types of ‘stress-busting’ initiatives without a solid foundation of stress management
training and employee counselling support, they risk adding to problems of work-related stress - through frustration,
disillusion, and a belief amongst employees that the true causes of stress aren’t being taken seriously, and the
organisation is simply paying lip service to the problem.

Ultimately, reducing workplace stress and building resilience is largely a matter of common sense and good
management practice, and simply requires employers and employees to work together for the common good. Both
share a joint responsibility for reducing stress — which, when this is successful, can help employees to enjoy their work
more, and businesses to thrive as a result.

For this to become a reality, organisations need to work towards the creation
of a ‘healthy’, resilient work culture — one where there is an intelligent
two-way dialogue between managers and employees; where concerns can be
raised in the confidence that actions will be taken; and where everyone in

the organisation recognises stress as an unnecessary and unacceptable drain
on creativity and resources. Or to put it another way, a culture where

healthy ways of working have become so ingrained that the need for the
Management Standards will no longer exist.
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CAROLE SPIERS GROUP
International Stress Management &
Employee Wellbeing Consultancy

More Publications and Services by CSG
For a Stress-free Life at Home and at Work

Stress management training, counselling and consultancy
at the service of top corporations

You need the range and depth of CSG’s expertise to help you tackle the human
problems and legal implications of workplace stress today

Launched in 1987 by high-profile Broadcaster, Professional Speaker & Author, Carole Spiers, The Carole Spiers Group
(CSG) has established a valuable niche in the field of workplace stress management, bringing proven, tangible benefits
to a long roll-call of prestige clients such as Abbey, Health Education Authority, Sainsbury’s, Rolls Royce, Walt Disney,
Panasonic UK, Unilever and the Bank of England.

This adds supreme credibility to the company’s advanced psychological insights, converted into a structured set of anti-
stress measures that are decisively shown to have improved productivity and competitive advantage through healthier
employees working in a better atmosphere.

With a nationwide network of professional consultants, counsellors and trainers, CSG is uniquely equipped to advise
professionally on both the human and the legal aspects of workplace stress, including victimisation, violence, post-
trauma, redundancy, absenteeism and stalled negotiations.

CSG is currently working on the UK Government’s occupational health agenda ‘Securing Health Together” - a ten year
strategy by the Health & Safety Executive for tackling high levels of work related ill-health, and reducing the cost to
individuals, employers and the public.

As an authority on the management of stress, CSG is regularly approached by the BBC and other national media for
comment and advice on these important issues, and regularly participates in conferences and seminars both at home
and abroad.

Carole Spiers is also the author of Tolley’s Managing Stress in the Workplace — a comprehensive guide to

stress management published by LexisNexis UK. This management guide, written to help employers identify and deal
with stress and stress-related issues, provides tools and practical advice to help organisations address the workplace
issues highlighted by the HSE, along with many others that are caused, or exacerbated, by work-related stress.
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Quick And Easy Access To Our

One-Stop Training Toolkit Systems - ready for use

today!
Powerpoint slides - download the slides instantly to your computer
Delegate workbook for copying in any number for your audience

‘Cool it!"

‘COOL IT...! Anger Management & Conflict Resolution’

Unless properly managed, anger and conflict in the workplace can lead to untold
damage to both the organisation and the individuals involved.

Anger, violence and aggression are the antithesis of creativity, productivity and respect.
Use this trainer tool-kit to help to minimise the former - and maximise the latter. £197 +

‘HURRY....HURRY....Every Second Counts!’

Discover the secrets to controlling the time-based pressures that lead to stress.

The growing pressure on your time...........

The toll it takes on your mind and body every day................

A time management trainer tool-kit that examines the true and false dynamics of urgency. £197 + VAT

e o ‘THE COMPLETE WHAT-WHY-WHEN OF PRESSURE AND STRESS’

What-Why-When
of Presmure § Stress'

You're being asked to improve stress-awareness in your organisation. But it's not practical or cost
effective to employ a specialist trainer for your courses.You need ‘The Complete What-why-when of
Pressure & Stress’, the specialist training pack by Carole Spiers. Adding the authority and impact of a
top international stress expert to your own training programme.  £197 + VAT

‘BACK OFF’... Combat Bullying & Harassment in the Workplace

Take the lid off workplace bullying with this gold-mine of expert advice crammed into one great product.
You need ‘Combat Bullying & Harassment in the Workplace, the specialist training pack by Carole Spiers.
Adding the authority and impact of a top international stress expert to your training programme. . £197 + VAT

‘TRAUMA STRIKES WHEN IT LIKES],... so be ready for its effects

Get to know the basics of trauma management now with this ultimate Trauma support package — ideal for
distributing to your management, training employees and setting up Post-trauma support intervention
teams. It clearly itemises the symptoms of PTS, helping you to spot problems early, and giving you the
opportunity to adopt a proven strategy for solving them. £197 + VAT

AND DON’T FORGET..........

@ ‘POSITIVE ACTION AGAINST STRESS’...instant Stress Relief tips

POSITIVE ACTION Get to know the basics of stress control now with this introductory pocket manual — ideal for distributing to
SR your management, handing out at seminars or including in delegate packs — and with customised elements
and branding if you prefer. User-friendly listings and diagrams will give your staff an introductory overview
of a complex subject — clearly itemising the roots of stress, helping you to spot problems early, and giving
you the opportunity to adopt a proven strategy for solving them as part of your corporate anti-stress policy.
Now £.3.50 instead of list price of £5.00
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Continue Where This Special Report Leaves Off!

Get deeper into stress reduction — with CSG’s selective catalogue of Special Reports, Trainer packs, Manuals, CDs and
Audio by international stressguru Carole Spiers. Visit our ecommerce site www.carolespiers.com for the definitive
solutions to stress management.

‘Resilience’ is just one Special Report out of a series, so please contact us for details of our other titles — email:
info@carolespiersgroup.com.

For more information on CSG’s stress management services including in-house & public stress management training,
post trauma support, mediation, impartial investigations, nationwide employee counselling team, coaching and
mentoring services, please contact us:

Carole Spiers Group

International Stress Management & Employee Wellbeing Consultancy
Gordon House, 83-85 Gordon Ave, Stanmore, Middx. HA7 3QR. UK

Tel: +44(0) 20 8954 1593 Fax: +44 (0) 20 8907 9290

Email: info@carolespiersgroup.com. Website: www.carolespiersgroup.com
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