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ABSTRACT

The objectivesof this research were to define and develop
measures of the productivity of offices and to use these
to determine some of the characteristics of offices that
are associated with differing approaches to productivity.
The study was initiated in the belief that the growth in
the numbers of and proportions of office workers will
bring about an increasing need to develop performance
criteria which are relevant to the specialised nature of

the i1nformation and communication service in organisations.

After a review of the evolution, the numerical growth and
the distinct features of office employment, the concept
of productivity was examined and a model was developed
which conceptualised the productivity of offices in terms
of two dimensions, efficiency and effectiveness;
efficiency being the optimisation of the means by which
resources are combined into final outputs, and effective-
ness being the extent to which the office fulfils ths

information requirements of the organisation.

The model of office productivity was tested empirically
by carrying out field research in two industrial sectors,
engineering and insurance. These were chosen as

representative of two differing approaches of management
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to office productivity, insurance being identified with
the 'white collar' industry approach, and engineering
with the more traditional industrial 'shop floor'
attitude. The variations in the levels of the
productivity components were analysed and the offices
were classified into four groups, each displaying a
different combination of levels of the two productivity
components. A relationship was then sought between each
Oof these groupings and a number of different office

characteristics.

The results showed that each grouping had several shared
characteristics which, combined, were identified as a
'productivity orientation’. Analysis of each
'productivity orientation' showed that high levels of
efficiency were associated with insurance sector offices,
and with offices which were extensively computerised.
High levels of effectiveness were found to be
significantly related, not with a particular industry

group, but with certain management and employvee behaviour

variables.
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CHAPTER ONE

THE EVOLUTION OF CLERICAL EMPLOYMENT

Introduction

" This first chapter traces the historical development of
the occupational group 'clerical workers' which forms
the basis of this study. The main concern is to provider
an evolutionary background to the study, by illustrating
the changing role which clerical workers have played in
the industrial structure and in different types of work
organisation, The dramatic nature of industrial and
occupational change since the Middle Ages can be
attributed to a number of causes resulting from different
processes - all mirrored by the nature of an evolving
soclety., In tracing the salient features of the
development of an occupational group over a period of
time, the main theme has been to identiiy the
characteristics of occupational membership,which have
marked the changing role of the clerical worker 1n

different historical periods.

The chapter begins by considering the almost professional
status of clerical work in the Middle Ages, and the
beginning of the decline in status duriling the Post
Reformation period, The development of the counting
house during the Industrial Revolution 1s examined,

together with the beginning of the division of labour in
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clerical work, leading to the increasing employment of
females in the early'twentieth century, Finally, the
chapter highlights the results of the increasing use of

computers on the_nature of clerical work,

The Mediaeval Period

In the Middle Ages a clerical worker was a learned man,

a member of one of the few groups of individuals who

were literate, In those days 1t was not only the masses
who were 1illiterate,but also a large proportion of the
nobility, who often despised the arts of reading and writing
as unprofitable or effeminate. (Henry I was known as Henry
Beauclerc as a result of his supposed ability to read and
write.) Literacy was however essential for the effective
administration of power and property and the collection

of feudal dues and, for this reason, there were always

(1)

employment opportunities for clerks,

It was customary for a clerk to take Holy Orders and
although, in time, his association with the Churcn became
more tenuous, he still carried with him much oI the status
of a Churchman. Thus the 'clerics' or 'clergy' criginally
enjoyed the protection of the Church,and thls security
enabled them to develop interests 1n other matters. Some
studied law, others developed interests 1n areas as

diverse as book-keeping, history, government and literature,



The term 'clerk' survives today in its many differing
&

usages because of the wide Mediaeval meaning of the
word., Thus there exist  today in our society positions
such as Clerk to the Council, Town Clerk, Clerk of
Works, and Clerk of the Court; all roles of considerable
authority and status dating back to the original

Churchmen from whose duties the roles have emerged.

Mediaeval Britain witnessed an increase in the role of
the power of central government, resulting in the creation
of new laws, which required to be documented officially
in written form., There emerged from this a growing
requirement for clerks to service this developing
legislation., There 1s evidence to suggest that the
quality of clerical work i1in the government service was
of a higher order than existed elsewhere, and that the
clerks in the service of the king were setting standards
of work which served as an example to others. Thus
Stenton(z) Oobserves: -
"The example set by the King's clerks was evidently

being felt outside the immediate sphere of his

court'',
The Norman rulers extended still further the
administrative services of the monarchy, and they
recruited additional numbers of skilled clerks 1in the

creation of the separate departments oi State, such as

the Exchequer, K and in the maintenance oi the Domesday



Book. Such were the administrative refinements of the

Norman rulers that England acquired the reputation of
being: ~

""The best governed and most orderly state in Europe''. (3)
The increasing volume of clerical work was not limited to
the field of government. 1In the 12th and 13th centuries,
the nobility made use of clerks to assist with the
administration of their estates., The main part of their
work was concerned with the keeping of accounts and the
accompanying of auditors on the annual tour of the estate
after Michaelmas each year., There developed a demand for
clerks skilled in the keeping of estate accounts and, as
a result of this, Oxford University began to include
manorial accountancy as an established branch of the 'ars
dictandi' by the end of the 13th century.(4)
Referring to the work carried out by clerks 1n Mediaeval
‘accounting, Oschinsky(5) states: -

'"While big estates could draw on their own clerical

departments, and the increase of the home farm

provided only a further stimulus to develop a

system of accounting already in existence, the

position was very different for the many small

estates which had no clerical staff of their own.

They would have been able to do without written

accounts until the increasing demesne forced them

to employ clerks for accounting, and it was probably

in order to meet their needs that the University

embarked upon the training of clerks."
A considerable volume of clerical labour 1n the Middle Ages

was reguired in the writing out of manuscript books., Some

of this work was undertaken by monks, but since much of their



writing was limited to chronicles and religious matters,
there remained a range of writing which was undertaken
by lay scribes,who worked either in the religious

houses or in the homes of individual noblemen or bishops,
who were patrons of learning. Other lay scribes
obtained employment in university towns,6 where they

earned a living by copying official university texts.

The extension of law and order which was a feature of
Norman rule gave rise to clerical work for lawyers in

the issuing of writs for different legal processes.
Courts of law,which met in various locations throughout
the country, employed clerks to assist with the
administration of Jjustice. 1In addition, the
ecclesiastical courts, in the administration of their
system of law, relied on clerks who were often lay clerks

independent of the Church.

There was little clerical work in the industrial and
commercial activity of the Middle Ages and 1t 1s very
likely that individual traders undertook their own
correspondence and book-keeping. The growth of trade,
together with the post-Reformation decline of the
authority of the Church,resulted in the secularisation
of the clerks,in addition to an increase 1n the demand

for lay clerks. Opportunities for the expansion of



Clerical employment continued to arise,as a result of
the further extension of the rule of law and order and

the diversification of the various offices of state.(6)

T'o meet this demand for literacy, there commenced a
limited extension of the educational system,which saw
the development of the Mediaeval grammar schools, the
majority of which were under the patronage of the
religious orders, Employment opportunities for clerks
arose irom the copying of manuscripts for books, the
keeping of army and navy records, the keeping of the
accounts of various estates in addition to the general
rise 1n the status of the written work.(7) Trade,
although still on a small scale, was increasing,and this
undoubtedly provided additional opportunities for the

employment of clerks as employees of merchants.(s)

The Post Reformation Period

The Post-Reformation Period witnessed a further expansion
of trade,together with the emergence of several government
institutions which developed the rule of 1aw.(9) London
was developing as a centre of trade,and 1t housed the
expanding activities of insurance and banking,which
heralded new growth areas for clerical work, The
establishment of the Bank of England in 1694,and the

subsequent creation of other banks,saw the emergence of



the banker's clerk as a distinct figure in the commercial
world.(lo) A rigid adherence to the details of book-
keeping procedure was considered essential for a banker's
clerk,who also had to display evidence of complete

(11)

integrity. The growth of insurance, particularly

’
fire insurance after the Great Fire of London, provided a
demand for clerical workers to maintain records of
policies and premiums, and to carry out the administrative
work which was necessary in a business of this nature.
This development continued throughout this period until,
by the start of the 18th centry, life insurance became
established on a firm basis,and such companies as the

Royal Exchange, the London Assurance Corporation and the

Phoenix were formed.

The 1ncrease 1n employment opportunities for clerical
workers in the 16th and 17th centuries was followed by
the development of specialised education for these
employees,and the Tudor era saw the appearance of the
first text-books for this purpose. One of the first
English writers on clerical work was Hugh Oldcastle,
whose book was published in 1543, and this was followed
in 1547 by a work by John Weddington'®“) whose book
was entitled: -

"Abreffe Instruction and Manner how to keep Merchantes

Bokes of Accomptes., After the order of debitor and

creditor as well for proper accompts, portable, factory
and other. Very needful to be known, and used of all

men, in the feattes of merchandise. Now of late newly

set forth, and practised, by Johan Weddington, Cyttizen
of London, MULXVII",




(13)

David Murray reports on the various books on clerical

work,which were published around the end of the 17th
century and which bear witness to the spread of the

demand for a specialised training for clerical workers.

The 16th and 17th centuries witnessed a decline in the
status of clerical work. From its exclusive prestige
in the Middle Ages, literacy was now becoming more
widespread, and the numbers of potential clerical workers
increased., Because the majority of clerical workers were
employed by the government, they tended to be associated
with such unpopular activities as tax collecting, and
litigation. Thelir close association with the upper classes
tended to result in an isolation from the working people.
The conduct of clerical workers in their duties was at
times eryatic,and reports of frauds and drunkenness gave
further i1mpetus to a lowering of their status. The
conditions of employment of the clerical workers of this
period are referred to by Acres(14) who,when commenting
on bank clerks, wrote:-

"However favourably the conditions of employment of the

clerks may have compared with those prevalling elsewhere,

their lot was in many respects a hard one considered from

the modern standpoint., The hours of attendance were often

extended to 8 o'clock p.m, or later in times of pressure,

there was no earlier closing on Saturdays than on other

days, 'leave' was only granted in exceptional clrcumstances

and it became the practice for a certain number of staff to

attend on 'Holy days' for the convenience of custamers who
might wish TO transact buSIineSS ...veeeeeeecencnsees co o .



This period sees clerks as an occupational group which
was essentially marginal 1n nature,since they were
alienated from the mass of workers on the one hand, yet
they were : -

"even more dependent than others 1(19351 employers for the
means of exercising their craft'

The fact that literacy was more widespread meant that no
longer could the clerks claim this as their exclusive
advantage,and thus the long established stability of a
clerk's employment was no longer assured. The lack of
securlity was further emphasised by the linking of the
duties of individual clerks to particular individuals for
whom they worked. Thus,

'""The relationship was a strongly paternal one in which,

vggile c]:grks sirvid 1omly : enp}:oyﬁrﬁg?re expected

provide protection security.

Some aspects of the nature of clerical work in the 17th
century are revealed in the diary of Samuel Pepys, who
was employed as a clerk at the Exchequer, before transiferring
to the Admiralty. As a clerk, Pepys was not as well paid

as his cousin Thomas who,

'"Being a shopkeeper coul?lagford rather better viands
than a salaried clerk".

The expansion of trade,which was accompanied by more complex
documentation,resulted in increased clerical work in the
offices of the new joint stock companies. The

introduction of shareholders brought with 1t the need to

record share transfers and to maintain a register of
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shareholders. The keeping of more detailed accounts
became widespread,and the services of clerks were
requlred to carry out this work, Referring to clerks in

a commercial office Brown(18) writes: -

"It 1s a curious experience to go through a set of
ancient books. One can picture the old-world clerks
in their periwigs and knee breeches writing up
Journal and ledger with a deliberation as archaic as
their quill pens, Little thought was there in those
days of time saving''.

The Impact of the Industrial Revolution

The early stages of the industrial revolution had little
effect on the demand for clerks in the employment of
manufacturing organisations. The growth of the factories
resulted in a demand for workers to operate the machinery
and to work in the factories,but clerical work associliated
with mass production was relatively unimportant., It was
not until the rise of capitalism was more advanced and
until the joint stock company organisation was better
established,that the era of the counting house becomes
identifiable. The Counting House was probably small 1in
relation to manufacturing premisesglg) and the work was
limited to record keeping,with specific reiterence to the
maintenance of accurate ledgers providing information about
the financial performance of the business. 1In such offices
the working relationship between the clerk and the employer

was inevitably of a personal nature,and the duties,according

to Lockwoodszo) would be allocated as follows:-
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""The most simple division of tasks in the older office
was that between employer or partner who made the

~ 1mportant business decisions, the book-keeper/cashier
who dealt with financial records, and the ordinary clerk,

who was responsible for correspondence, filing, elementary
book~-keeping entries and routine office matters'.

The growth of trade,which followed the increase in
production of the industrial revolution, resulted in

the development of trading organisations which did,
however, employ more clerical workers., Some light on the
nature of office work in the early 19th century is shown
by the essays of Charles Lamb, who was employed as a clerk
by the East India Company. Describing South Sea House,

(21)

where he was employed, Lamb observes: -

1t

.... Offices roomy as the state apartirents in palaces -

deserted. or thinly peopled with a few straggling
cler

The commercial offices of London in this era have been
vividly described by Dickens in his various novels,with
such characters as Tom Linkinwater, Bob Cratchit, and
Reginald Wilfer who, according to Dickens, was:-

" eeeess & poor clerk, So poor a clerk, though having

a limited salary and an unlimited family, that he had

never yet attained the modest object of his ambition;
which was, to wear a complete nexerzﬁl)ut of clothes, hats

and boots included at one time'',
Hours of work varied according to different employers.
Clerks in the Bank of England offices worked from 9 to
5 in the early 19th century, whilst during the same period
the law clerk William Cobbett worked from 5 a.m. until

(23)

8 in the evening.
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The specialisation of clerical work according to
lndustrial or commercial activity was now beginning to
develop in a more marked form. Bank clerks, law clerks,
insurance clerks, railway clerks and service clerks each
rormed a separate category, which was characterised by
different traditions, abilities and standards. In the
less specialised field of industry and commerce, there
was also emerging a tendency towards a division of labour,
which was accompanied by a widening range of conditions
of employment and rates of pay. Evidence of these varying
conditions is revealed in the conflicting images,which
emerge from the literature and writing of this era. The
clerk was depicted as a pathetic character without dignity
cr status., According to Mills,(24)
" .... the white collar man is more often pitiful

than tragic as he 1s seen collectively living

out 1n slow misery his yearning for the quick

American climb .....

In serious literature white collar images are

often subjects for lamentation; in popular writing

they are often targets for aspiration',
In contrast, other groups of clerical workers seem tTo have
enjoyed a considerably higher status,on account of their
apparently superior employment positions, The clerical
employees of the banks and insurance offices and the

government appeared to have enjoyed a fairly genteel l1ife

style of middle class status,which according to Lockwoodfzs)

", ... all contributed to form a gentleman as different
from the aristocratic gentry culture above him as
from natures gentleman below him., His distinguishing
mark was respectability'’.
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The prospect of promotion which existed in some clerical
Jobs further enhanced the status of the holders, and was
an additional spur to middle class aspirations. Some
clerks might have the opportunity of rising to a
partnership in a financial concern,or to a position of
authority in a government department. According to
Orchardfza) the business training which a clerical worker
acquired provided him with: - '

" ..... the faculties which make clerks into merchants,
and merchants into millionaires".

The early stages of the industrial revolution saw clerical
workers as being,in the main, part of the middle classes
socially,whilst forced, on account of low wages, to adhere

to working class standards of living. This duality of

role was gradually to change,as manufacturing and trading
expanded as a result of the industrial revolution. This
expansion brought about the recruitment of increased
numbers to clerical employment,and as business grew in
size, so the personal relationship aspect of the clerical
workers terms of employment began to diminish. 1In its
place appeared a new white collar proletariat'who, although
socially separate from the working classes, were neverthless

not a part of the more prosperous middle class,

Economic aspilirations began to be manifested in the formation
of friendly societies and various benefit societies,in

which employees were encouraged to take an interest, 1In
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1881, the Union of Post Office Workers was formed,and
with the formation in 1900 of the Civil Service
Clerical Association, the emergence of a primitive
collective bargaining body was taking shape. Outside
the Civil Service,the National Union of Clerks was

the only conventional white collar Trade Union to be
formed. Although the movement towards economic
advancement was growing, the traditional roots of the
'gentlemanly Jjob' were such,that trade unionism in its
more overt forms was beneath the dignity of the clerical
worker, The world of the counting house was not one in
which trade unionism could easily grow, The allegiance
0of the clerks was divided by a loyalty to the employers,
among whom the ambitious and more able hoped eventually
to find themselves,and a growing need to achieve a
degree of economic advancement commensurate with their

desired social status.

Thus the effects of the industrial revolution were,in some
ways,as dramatic on the lives and work of clerical

workers as they were on the remainder of the working
population. The principle of division of labour began to
be applied in offices as the numbers of clerical workers
increased,and the period saw a decline 1n the status of
clerical employment, as the reality of the working

conditions and levels of remuneration became known,
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The Early 20th Century
By the start of the 20th century the spread of elementary

education was increasing rapidly, so that the supply of
potential clerical workers was rising. This factor,
together with the introduction of the typewriter,
introduced a new element to the field of clerical
employment - female workers, Until this time, female
workers were virtually unknown in offices. The Civil
Service was the first major employer of women 1n offices,
possibly following the report of the Royal Commission on
the Civil Service(27) in 1875,which recommended the
employment of women clerks on the grounds that they were:-

'"'well qualified for clerical work of a less important
character at lower wages than men required',

By 1910, women had become well established as a sizeable
proportion of the clerical labour force ol government
and telegraphic offices. In the offices of industrial
and commercial undertakings,they were as yet a small
minority, and considerable resistance to their employment
was expressed by the male clerks ol the banks and
insurance companies. The outbreak of the World War 1in
1914,and the subsequent military recruitment of men,
provided many more employment opportunities for women,

and by the end of the war,
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'clerical labour became one of the most important
fields of employment for women, ranking tl&gsl
alter factory work and domestic service',

The onset of this change in the sexual composition of the

clerical work force was not brought about without
resistance on the part of the male employees. Their
reaction to the employment of women clerical workers in
the Bank of England is reported to have caused a '"mild
sensationT(zg) Elsewhere,concern was expressed by some
male clerks at the possibility that the large numbers of
women working in offices for lower pay than their male
counterparts would threaten their own standards of

1iving.(30)

The demand for women clerks was stimulated not only by

the fact that they were prepared to work for a lower pay
than men, It was customary for women clerks to leave paid
employment when they married,and this fact was welcomed

by employers who operated pension schemes and incremental
pay scales, since female workers did not remain long enough
to qualify for a pension,or to earn at the higher rates of
pay. According to Sir Algernon west (31) in 1888, women

clerical workers are:-

"accurate, they are quick, they are cheap and there
is no superannuation'',

The high turnover of female clerks meant that their
average age was lower than men,and that the majority of
them were young,unmarried women to whom clerical work was

no more than a means of earning money in the interval
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between leaving school and gefting married.

The continuing industrial expansion of the early 20th
century resulted i1n a trend towards the large scale
organisation of office work, The effects of this were
the development of an identifiable clerical workers'
labour market,with an increase in the number of clerks
who engaged 1n collective bargaining in the negotiations
for wages and working conditions., By tradition,each
clerk's salary was the subject of a private arrangement
between himself and his employer. In smaller offices,
the clerks were obliged to rely on the goodwill of their
employers,if they wished to arrange a review of their
salary, Writing of clerks in London at the end of the
19th century,Booth(Bz) sald: -

''For clerks a Trades Union has no attraction. 1Its

advantages are not apparent, the relationship

between employer and employed being essentially
personal'’,

Increasingly, offices were becoming larger, resulting 1n
the disappearance of this personal relationship and a
creater concentration of office work under more
standardised terms and conditions. The further growtni
of banking and insurance, and the development of credit
trading were all factors which contributed to the nature
of clerical work changing, a change in conditions from

those of the small office to those of a larger, more
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impersonal place of work which, in turn, altered the
nature of the clerical work done in the offices. The
nature of clerical work was changing also,as a result of
the emergence of new office techniques,to service the
developing needs of manufacturing industry. Newer
methods of production involved a higher proportion of
office workers,whose duties embraced work concerned with
more sophisticated costing, estimating and production
control systems. The scéle of industrial operations

was such that clerical labour was making a substantial
contribution to the functions of planning, recording and
controlling, all of which relied on the adequacy of the

information provided by the clerks.,

The application of‘the principle of division of labour
to office work led to the creation of more and more
comparatively simple tasks,which were proving attractive
to women,who did not show a particularly high degree ot
interest in their work. According to KlingenderSBB) the
division of labour in large offices

"ereated the monster office in which vast numbers

of clerks are herded together for their daily

work, just as the concentration of capital 1n

industry herded the former craftsmen or cottage
workers in the factory'',

Thus the increase in the numbers of female'employees,

together with division of labour and subsequent
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mechanisation of tasks,led to the 'technical
Proletarianization' of clerical labour, which is
generally associated with continuing decline in the
status of the clerk in the 1920's and 1930's, The
lowering of the prestige of clerical work during this
period 1s frequently explained by the influx of female
workers to offices, but it might more accurately be
accounted for as a reflection of the general status of
women 1n soclety, rather than any specific aspect of the
quality of the work of women. Any occupation which has
a high proportion of women will be likely to echo the
general status of women in society. The decline in the
prestige of primary school teachers in the early decades
of the twentieth century can be regarded as a further
example of the relationship between social and

occupational status,

The Post War Period (1945 onwards)

The cost of clerical labour 1s now so high,that many
employers are concerned about efficiency, and the past

few years have witnessed the application to clerical work

of a variety of productivity techniques which were
originally used in factories. Such téchniques, collectively
known as Organisation and Methods, are applied with the

main objective of ensuring that the maximum benefit is

derived from the office work force. ©Some large firms



have their own Organisation and Methods departments,

and many smaller businesses rely on the services of
outside consultants for this purpose. The Civil Service
1s generally credited with the reputation of furthering,
with greatest enthusiasm,the application of Organisation
and Methods techniques to clerical work, This is reputed
to have been established as long ago as 1919, as a result
of the recommendations of the Bradbury Committee's(34)
report,which concluded that a Treasury Investigation Section
be formed to promote the use of better office methods and
equipment., This emphasis on efficiency in clerical work
was further evidenced by the formation in 1950 of the
Organisation and Methods Training Councill, which was
founded by a group of large commercial firms,as a type of

broking house for Organisation and Methods techniques.

The extensive use of these techniques is now commonplace,
and examples of the benefits gained are documented 1n

numerous books and publications,

One further development in this field is the application

of Work Measurement techniques to clerical work,
Traditional opinion held that work measurement could not

be applied 1n an office, because of the notion that clerical

work was 'brain work', or because any savings would not be
]

of significance. The repetitive nature ol so much clerical
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work,together with the increase in numbers of clerical

staif, which would make any saving far more significant,
has resulted in neither of these original objections
being valid,and work measurement is now gaining a

wlder acceptance,with results which appear at times

quite dramatic.(35)

Of significance here also is the mechanisation of
clerical work,which has emerged as a product of the
division of labour. As more and more simple routine
tasks are isolated, it becomes possible to consider
the extent to which they can be undertaken by a machine.
Some machines are so complex,that their use in an office
requlres new and specialised skills)resulting in the
creation of new posts at higher rates of pay. The
question arises: to what extent does the increased
mechanisation of clerical tasks affect those who work
. - (36)
as clerks ? According to Rhee:-
'"The emergence of the new office occupations
weakens the traditional hierarchical structure
of office and administration., The new prestige
and status order is based primarily on
intelligence., The new occupations are characterised
by an absence of the visual image of the work done.
In this respect as in others the work differs
substantially from traditional office occupations,

The latter continue none the less to exist, but they
now attract a different type of individual''.

The introduction of the computer to office work has

resulted in the disappearance of many traditional routine
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tasks and the creation of new employment opportunities

(37) At the bottom of the clerical

for clerical workers.
hierarchy, the use of a computer can extract from some
routine Jjobs the little skill which is required, and
can substitute tasks which are even more boring and
repetitive e.g.punch and verifier machine operating.
However at the same time, there emerges the opportunity
for the more intelligent and ambitious clerical worker

to advance to the more interesting jobs of a programmer

Or a systems analyst.

Extensive mechanisation of clerical procedures, such as
those brought about by the installation oI a computer, may
be seen as a means of dividing the clerical labour force
into two sections:

1. Those who are confined to the routine

tasks of data preparation.

2. Those whose duties are more intellectually
stimulating and who, because of the training
and expertise they have acquired, are now more
likely to be associated with professional
employees or managers.

A dichotomous grouping of this nature is evidenced by
the disparate nature of the working conditions of the

two groups e.g. the introduction of shift work to some office
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machine operators,or the physical separation of
the noisy machines (and thus also of their operators)
Irom the rest of the office. Reporting on the

(38)

installation of a computer.Kushner concluded that

the reduction of various occupational grades, following

the elimination of certain tasks,resulted in a

polarisation of jobs towards the higher and lower ends
of the skill ladder. Mumford and Banks(sg) did not find
this in their investigation of a computer installation
and they conclude that:-

'"Machinists and control clerks in the bank were

left with rather narrower functions than before,

and the numbers of clerks required to complete

specific tasks were reduced, but no jobs were
eliminated",

Mechanisation in clerical work has introduced a new
element into the traditional manual worker/office worker
distinction. The use of machines has brought to clerical
work a factory-type atmosphere, and has created a clear
distinction between managing staff and operating staff.
The office machine operators are :-

"The most factory iike operatives in the white collar worlds”(40)

The standardiséd range of tasks whiéh utilise their skills
is increasingly identifiable with the work of a factory

operative, This division of clerical workers into highly
qualified employees carrying‘responsibility for decilsions,

and a mass ol unskilled employees whose duties are limited
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Lo a series of simple unchanging operations,brings with
1t changes With regard to the role of clerical workers
1n the organisation, The notions of respect and loyalty
and a common interest with the employer have less
relevance in the newer context,and the discipliines of

efficiency and professionalism have taken their place.

The emerging phenomenon of the large mechanised office,
with 1its emphasis on efficiency, has resulted in benefits
for some clerical workers and disadvantages for others.,
The disappearance of the close association with authority,
the loss of status, the shift towards working in almost
factory like conditions has removed from clerical workers
much of the original middle class status which they
formerly enjoyed, On the other hand, the growing
employment opportunities within the clerical field have
presented to some workers the opportunity to enter an
occupational stratum which (even i1f the work is repetitive
and dull) is seen as a form of superior employment.
Referring to office machine operators in France, Crozier(4l)

states: -

e thirty years ago they were labourers, seamstresses
or malds. As deadening and as alienating as their assembly
line work may be, for them it may constitute a promotion."

The increase 1n the numbers of computers in business

applications has wide implications with regard to the

future of clerical work, The development of computer
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technology raises a number of questions with regard to
the changes it imposes on clerical workers. Such
questions relate to the variations in skill, responsibility
and judgement which follow the installation of a
computer, together with changes in the volume of work

1n the range of tasks to be undertaken. Mann and
Williams(42) noted that the routine and pace of clerical
work was becoming more closely tied to machines,and that
the reorganisation of the system,after the installation of
a computer, resulted in a higher premium on regular
attendance at work and stricter deadlines with regard to
work targets., The overall result of this was that many

clerical workers reported that they had lost some of

thelr traditional character.

Conclusions

It seems, therefore,that the clerical worker of the future
will be assigned either to the role of a machine
operative,limited to a series of routine,standardised
tasks,or will form part of a much smaller group of
employees,who retain a close association with those 1n
authority,and who,as a result,enjoy the traditional
working conditions associated with office work, This
loss of status of the former group,together with the
skill devaluation of individual tasks,must be considered

against the background of the overall increase 1in the
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size of the clerical work force. Much of the original
Prestige owes its existence to the numerically small
number of clerks in employment. In a situation where
clerical workers form almost one eighth of the labour
force of economically advanced countries, it is
reasonable to expect some loss of status, for this very
reason of increasing numbers.. The clerical worker of
the future will perhaps form a marginal occupational
level,which will question some of the conventional
theories,on which notions of white collar/blue collar
labour force division rest. The marginality(43) of

this role,which causes employers' associations to refer
to 'staff workers' and 'salaried employees ', also permits
trade union leaders to regard clerical workers as having

an increasing propensity to unionise,

It appears likely,therefore,that the future role of
clerical workers will be increasingly formalised and
subject to the influence of external constraints,

thus losing the personalised and informal features of

the earlier stages of its evolution, It seems 1nevitable
that, since the clerical work force comprises an

increasing proportion of the employed population, there
will be increasing pressure on employers to establish
performance criteria,in order to assess their contribution

to organisational productivity., This study aims tTo provide



some empirical advances leading to the development
Of such criteria,and thus make a contribution to the

dynamics of organisational performance.
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CHAPTER TWO

THE GROWTH OF OFFICE EMPLOYMENT

Introduction

This chapter examines the numerical growth of the
occupational group 'clerical workers' over the last

I1ity years. The extent of this growth highlights

the i1mportance of the fact that the continuing thrust

for increased productivity, for creating more economic
value per unit of human effort and per unit of invested
capital, no longer takes place only on the factory

floor, but also in the area of office work., In comparison
with other occupational groups, the growth in numbers
employed in office  work has been disproportionately
large,as a result of two main factors, namely, increased
industrial complexity, and the growth of the service
economy., One result of this growth is the need to focus
attention on the formation of productivity criteria
appropriate to office work,to ensure that a comprehensive
picture of the employment of the office work force 1is
available., The sources of information,on which the data are
based,are the published tables of the U.,K. Census of
Population and the results of various surveys of
occupations 1n manufacturing industry, undertaken by the

Department of Employment.
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Statistical comparisons of occupational classifications
over different industries are difficult to make, because
Of the modifications to the definitions of the various

groups which are necessary,to take account of changes
in industrial structure and occupational stratification.
In an effort to overcome these difficulties,it is the
practice for long term studies of industrial change(l)
to devise modifications to the official methods of
classification, Such modification can complicate the
analysis of the information and inevitably raise questions
on the scientific accuracy of the conclusions formed.
The 'clerical worker' group of occupations has been
largely unaffected by classification changes,
consequently the difficulties resulting from the
possible inaccuracies of data based on classification
changes are not pertinent to this study. A further
factor,which is relevant to studies of trends 1n
occupational structure,is the importance of

distinguishing between absolute and percentage changes.,

Pogulation Growth

One of the basic factors which influences occupational
patterns 1is population growth, Changes 1in the size

and composition of the population affect the demand for
goods and services in varying ways. The number and

characteristics of persons available for work are also
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a reflection of population size, Table 2.1 shows
that, between 1911 and 1971,the population of Great
Britain has increased from 40,8 million to 53.3
million, an increase of almost 32 per cent. The Table
also shows the growth rate of the population of Great
Britain over the period 1911 - 1971.and it can be seen
that this has been consistent.at approximately O per

cent, over every ten year period,

Tahl=s 2.2

Great BSritaln Population 1911 - 1971
CROWTH =ATZ
TLAR SCPTUTLATICN Q00 's) (1211 = 20
1922 40,3831 100
2921 42,729 103
1931 4 793 110
1931 13, 354 .19
1961 S1,284 123
1972 23,822 132
Source: (1) Census. England and Wales,
1971, Preliminary ReportT.
London, =Z.i¥.Z2.0.

Table 2, p.1l.

)

(2) Census., Scotland, 197,
Preliminary Report,
=dinburgh, General RegIszer
OQrilice.

Taple 1, p.1l.



The Emglozed Population 1911 - 1971

It is reasonable to assume that the size of a nation's
labour force will vary directly with the size of the
population, Table 2.2 illustrates the extent to which

this has prevailed during the period 1911 - 1971.

Within this period of time, the labour force of Great
Britain grew from 18,3 million to 24.3 million, an increase
of 32.8 per cent, The table shows that the rate of

growth of the labour force, by and large, exceeded that

of the total population,with the result that an increasing

proportion of the population are becoming part of the

'employed group'’.,

This 1ncreasing proportion of the population becoming
part of the employee group raises 1issues,which have a
direct bearing on patterns of labour supply. It cannot
be assumed that an i1ncrease in the total labour force
means a proportionate increase 1n th<ns1:XMLFault xmlns:ns1="http://cxf.apache.org/bindings/xformat"><ns1:faultstring xmlns:ns1="http://cxf.apache.org/bindings/xformat">java.lang.OutOfMemoryError: Java heap space</ns1:faultstring></ns1:XMLFault>