




































































































































































































































































































































































































































































































































































































































The above situation was quite similar with regard the New Deal clients. The clients 

that participated in the research had only been involved with the Wise Group for a 

few weeks and were currently undergoing a period of induction to the organisation 

and therefore their specific training had not begun. They were therefore unable to 

offer any opinions on the effectiveness of their training. However, they did offer 

insights into their reasons for choosing certain courses and pointed out what they 

perceived the aims of the training to be. The majority of these clients were referred 

for warehousing or landscaping training and expressed that they were happy with this 

placement. Generally they had asked to be referred for courses that linked directly to 

their chosen area of future employment. However, there were a few incidences of 

clients who were unhappy with the training they had been referred for, suggesting 

that they were being offered training for a specific area, not because they hope to 

find employment in that area in the future, but because they had past work 

experience in that area and supervisors had taken that into account in their referral. 

For example, one client pointed out: 'I've been put down for retail because I had 

retail experience but I want to do the landscape course and I can't get it changed.' 

(ND8) This situation was obviously problematic for these clients. Several of these 

clients also reported that they were seeking a change from past work experiences, 

aiming to try different areas of work, and their choice of training course reflected 

that. 

A few of these clients also pointed out that it was extremely difficult to change 

training course once referred for a particular course, despite the client notifying their 

supervisor prior to the commencement of the course regarding their aim to change 

courses. As this client discussed: 'It's a nightmare to get it [the training course] 

changed. I keep on telling my P A [personal adviser] and they say they'll do 

something about it but now we're two weeks in [to the training] and I'm still down 

for the wrong course. (NDS) These practical difficulties aside the majority of these 

clients were about to participate in training that matched their chosen area of future 

work and they hoped that the training course would provide them with the skills, 

qualifications and work experience necessary to gain employment. These aspirations 

are congruent with the aim of the training offered by the Wise Group, where a focus 
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on training for work and work experience for unemployed clients is a route either to 

gaining employment, entering education or accessing further training. 

The ILM group participants were able to provide some feedback regardin a training 
b ..... 

as these clients had been working with the Wise Group for several months. The ILM 

model offered by the Wise Group offers clients a period of employment at the Wise 

Group in their chosen area (although work areas available are limited). and in this 

case the clients were working in administration. The purpose of the training in the 

ILM model is to allow clients to develop a record of work, to gain skills and to 

generally make clients 'work ready'. These individuals highlighted that they had 

chosen this training as they aimed to pursue employment within the field of 

administration. The majority also felt that the training they were experiencing at the 

Wise Group was very effective, equipping them with up to date skills and 

qualification that would allow them to access employment in the future. For example 

one participant pointed out that her training is 'giving me the skills I'm going to 

need, the skills employers are looking for in this work' (lLM4) , while another 

highlighted the importance of gaining both skills and work experience in a training 

organisation by suggesting that: 

'Being out of the job market for a long time means things have moved on and 

being here and doing the work we do here brings me back up to date [with 

regard the skills required for administration work]. Then overall that makes it 

easier to get ajob: having work experience and qualifications. (ILM12) 

Although both the New Deal clients and ILM clients agreed that the aim of their pre­

employment training was to equip them with skills, qualifications and work 

experience that would enable them to gain employment it is important to note that 

accessing employment in the first instance does not necessarily mean that an 

individual's employability has been fully enhanced. As stated previously 

employability concerns not only gaining employment but also sustaining 

employment. These clients did not mention that their training would impact upon 

their employment sustainability or their ability to progress within a work 

292 



environment. This is unsurprising as Belt and Richardson indicate, with regard pre­

employment training for call centre work, training initiatives are 'geared towards 

getting people into jobs and neglect( ed) the question of the sustainabilit)· of these 

jobs.' (2005: 268) There are clearly two issues here, the employment sustainability of 

the clients and the sustain ability of the job itself. Clearly training for the unemployed 

cannot influence the latter. However, with regard the former Belt and Richardson 

make the cogent point that there should be some concern regarding how prepared 

clients of pre-employment training courses are for the world of work. Clearly pre­

employment training should address skill acquisition, gaining qualifications and 

work experience, but also a thorough understanding of the world of work or a degree 

of work readiness. Clearly the ILM training at the Wise group does include work 

readiness as part of the training, however it is not clear to what extent the New Deal 

training focuses on this issue in order to enhance the sustainability of clients 

employment. And importantly none of the clients involved in this research suggested 

that participating in the training would enhance their employment sustainability. 

Despite the limited amount of data gathered regarding clients perceptions of the 

training they were currently undertaking there is evidence to suggest that clients are 

in general happy with their training and expect to achieve employment by gaining 

qualifications, work skills and work experience through the duration of their course. 

Clients were undergoing training that they had selected or been referred for 

according to the area of employment they hoped to access in the near future. 

Therefore there was a close link between training and anticipated future employment. 

However in a few instances clients had been referred for training according to their , 

past work experience which did not match their future employment goal. This was 

obviously problematic for these individuals. 

Having examined the client's perceptions of their training it is important to now turn 

attention to clients' ambitions and perceptions regarding future employment. 



9.4.3 Future employment 

Although, as stated above, in a few instances clients had been referred for trainino 
::=-

that did not match their anticipated future employment, this situation was quite rare. 

Generally there was a close link between training and future employment. Moreover. 

with regard to client's future employment, there are three pertinent issues that 

emerged from the data. Firstly clients were very clear about the area of employment 

they hoped to access post training. Secondly clients had similar views regarding what 

was important in determining their preferred areas of work. And thirdly clients 

expressed that they experience a variety of difficulties that inhibit their access to 

work. 

As discussed above the mostly female 1LM participants hoped to gain employment in 

the field of administration work. This work appealed to them because it was social 

but did not solely involve dealing with customers, was perceived to be well paid and 

was an area where there are many jobs available. The majority of these clients had 

previous work experience in administration work and remained very positive about 

this employment. 

When asked if the status or value others attached to their chosen area of future work 

was important to them or had impacted upon their decision to pursue it the 

participants had mixed feelings. Approximately half reported that the status afforded 

their work was not important, and half considered that it was important what others 

thought about their work. However, overall they argued that they were choosing an 

area of work that they perceived to be valuable and worthwhile, as one client stated: 

I think we are all here because this is the work we want to do. We have 

thought about it and have been here long enough to know that it's the right 

course for us. And you get plenty of practice while you're here so you'd soon 

know if you weren't cut out for the work ... and it's good to know that you're 

doing a good job here. (ILM3) 
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The New Deal clients gave a far more mixed response than the ILM group regarding 

preferred areas of future employment. The most popular choice of future 

employment was construction work followed by warehousing work and landscaping 

work. It is unsurprising that these mostly male clients were seeking stereotypical 

'male' areas of employment. A few of these clients also highlighted that their 'ideal' 

job would be positions such as fireman, policeman or mechanic, again ven 

traditional roles. These individuals were also quite explicit in identifying the jobs 

they would not consider, unanimously rejecting cleaning jobs or work with the 

cleansing dept of the council, while expressing a dislike for janitorial work. work in a 

bank or work in an office. Helms and Cumbers (2004) similarly found that young 

men often cited construction work as their preferred area of work, despite the lack of 

opportunities in this area for young unskilled males in Glasgow. Moreover, Nixon 

(2005) also found that unemployed males aged between 18-25 suggest similar work 

preferences rating areas such as warehousing and gardening work as their best jobs. 

Nixon also suggests that these men showed a definite preference for work they had 

previous experience of, involving manual skills and competencies, while rejecting 

work that involved customer interaction. This dislike of interaction with customers 

reflects the strong opinions of the New Deal clients involved in this study. With 

regard interactive service work it was discovered that the individuals from the New 

Deal groups who had past work experience of interactive service work had a slightly 

more positive view of this work and would be willing to seek employment this area, 

although it was not their 'first choice' as they were keen to try different areas of 

employment. 

Unlike the ILM clients, who had mixed feeling regarding the importance of the status 

afforded their future preferred area of work, the New Deal clients agreed in the focus 

group discussion that what others thought of their work or the status of work was not 

important to them and did not affect their choices regarding future areas of work. As 

one client pointed out: 'What other people think about what I work as doesn't bother 

me. You've got to do what you want' (ND2). While another client suggested: 
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If you're always gonny worry about what everybody thinks then you'd never 

get a job. I mean some people think working for the clenny [council service 

of waste collection] is a crap job but they get paid loads and they don't work 

loads of hours. I mean I'd do it if I could get into it. (ND8) 

However, in the survey around one third of respondents stated that the status of their 

work was important to them. The usefulness of the survey in capturing differences in 

opinion between the group members regarding this question is apparent. With regard 

the issues that they consider important in determining the area of work they hope to 

gain access to in the future the New Deal clients argued that shift work, weekend 

working, and working long hours were not aspects of work that they looked 

favourably upon. Moreover, they underlined their dislike of dealing with the public 

at work. They associated these qualities with service work and reiterated their 

rejection of working in the interactive service sector. Furthermore, discussion in 

these groups turned towards the rewards of work, with some participants suggesting 

that they wanted to be employed in an area where they had an interest, for example, 

working outdoors in landscaping. Some clients also suggested that they perceived the 

long-term prospects of a job to be important and not the immediate job outcome. 

There was very little data gathered from the Employment Zone clients regarding 

future work. However, from the brief discussion it was clear that the majority of 

these men would ideally like to be employed in areas such as portering or be 

involved in a trade or work outdoors. As stated above they rejected interactive 

service work, yet accepted that there were many job opportunities in this area and 

very few in the areas they expressed preferences for. Again these findings reflect 

Nixon's (2005) discovery that older unemployed males (aged over 26) identified 

hospital porter, driving, gardening work and warehouse work as their most preferred 

jobs and interactive service jobs and office work as their least preferred jobs. 

Moreover, the data from the Wise Group clients underlines Nixon's (2005) finding 

that for unemployed males, regardless of age, preferred employment is typically 

manual in nature and takes place in a male dominated environment. while the least 
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liked employment involves interaction with customers where employees behaviour is 

subject to close scrutiny and management of emotions is required. Apart from the 

New Deal clients whose past experience in the interactive service sector may haye 

influenced their less negative perceptions and attitudes towards interactive service 

work, the majority of the males involved in this study rejected interactive service 

work. Reflecting the findings from the New Deal and Employment Zone groups 

Lindsay and McQuaid (2004) also found in their study that the majority of job 

seekers seek jobs that are outside the service sector, despite the reality of these 

sectors expansion and growth. Moreover, as Lindsay (2005) and McQuaid and 

Lindsay (2004) underline, unemployed males job seekers often express preferences 

for work they have previous experience of, most usually work involving manual and 

technical skills. Furthermore, Nixon (2005: 17) suggests that the males in his study 

did not possess and indeed were 'not being taught the skills increasingly important 

for employment in the service economy.' Therefore, it is unsurprising that males 

tended to select future employment that reflects past work experiences and skills. Yet 

if this pattern continues then the mismatch of skills required in growth areas of 

employment and the skills possessed by those seeking employment will remain and 

the employability of individuals will not be addressed. Moreover, the findings from 

this data reflect Nixon's (ibid: 13) assertion that in his study of low skilled 

unemployed males there was a rejection of 'female' work, such as office work, and a 

distinct preference for 'masculine' work such as construction work. These traditional 

preferences for future employment are apparent in this study, with the female ILM 

client's intentions to pursue administration work very apparent, and both the 

Employment Zone and New Deal clients expressing mostly typical preferences for 

construction and manual work. It must be noted here that the females taking part in 

this study were undergoing training for administration work and therefore their views 

are unlikely to be typical of all female clients of the Wise group. However, the 

strength of feeling among these females indicates that interactive service work is not 

an area of work they would consider even if they were not committed to seeking 

employment in the field of administration. 
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In this section of the chapter it was important to set previous fi d' d' n mgs, regar mg 

participants' perceptions regarding interactive service work and understandings of 

employers' skills demands and the skills they possess, in context. This was done by 

examining participant's experiences of work in the past, their current training and 

their aims for future employment. 

9.5 Unemployed job seekers' perceived barriers to emplovment 

McQuaid and Lindsay (2002) point out that unemployed job seekers report barriers 

to employment that include both external factors which they have no control over. 

and personal or circumstantial factors which they may have more impact upon. It is 

important to note that it is a combination of both these factors that act as barriers to 

work for the unemployed. 

With regard the unemployed job seekers in this study the ILM group suggested that 

there are several barriers to work that make it difficult for them to enter employment. 

The two most common reasons cited by this group that make it difficult to become 

employed are insufficient information regarding job opportunities and a lack of own 

transport for work. The lack of well-paid jobs and a lack of good quality jobs were 

also cited by many as obstacles to employment. Very few of these participants 

suggested that employer discrimination was a factor that affected their employment 

prospects and no one reported that a loss of state benefits once in employment or the 

poor quality of public transport affected their ability to gain employment. Overall 

however this group identified both external factors, such as insufficient information 

regarding job opportunities and a lack of well paid and good quality jobs, and 

personal or circumstantial barriers, such as a lack of private transport, as impacting 

upon their ability to gain employment. 

The New Deal clients suggested that they faced many barriers to work. agam 

stressing both external and personal or circumstantial barriers. Two thirds of the 

group suggested that the lack of well-paid jobs impacted upon their ability to gain 
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employment. Around half suggested that not possessing their own transport for work 

also affected their ability to become employed. Moreover, just less than half 

suggested that discrimination by employers towards the unemployed generally or 

towards how the individual looks or sounds adds to the difficulty of gaining 

employment. The focus group discussion also revealed that these clients feel that 

they may sometimes suffer from postcode discrimination, with employers reluctant 

to employ individuals from certain areas in Glasgow, and age discrimination, with 

employers favouring younger employees, because, the participants suggest, they can 

pay them less money. As one client pointed out with regard postcode discrimination: 

'Where you live can matter. You know the area you come from. But then sometimes 

it might not matter it just depends how badly they [employers] need people.' (ND 12) 

Reflecting the findings of McQuaid and Lindsay (2002) the unemployed job seekers 

involved in this research reported that several external barriers to work impacted 

upon their ability to gain employment. Overall the biggest barriers they reported 

include: a lack of well paid employment; a lack of good quality jobs; a lack of 

information regarding job opportunities and discrimination by employers. 

Importantly these are all external factors that the unemployed have no control over. 

The major personal or circumstantial barrier to work appears to be a lack of access to 

private transport for work. However, McQuaid and Lindsay (ibid) identified 

'problems associated with losing benefits' and 'costs related to starting work' as 

major barriers to work for the unemployed, yet the ILM and New Deal clients did not 

report that either of these issues acted as a barrier to work. Indeed, overall the 

unemployed job seekers from the ILM and New Deal groups identified more external 

barriers to employment than internal ones. 

9.6 Conclusions 

This chapter sought to provide evidence concerning the views and experiences of 

unemployed job seekers regarding perceptions of interactive service work. skills and 

employment and training. The data presented here goes some way to addressing the 
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lack of knowledge concemmg the perceptions of the unemployed regarding the 

growth area of interactive service work, and offers some insight into their 

perceptions of skills, employment and training. 

Analysis of the data gathered from the three different groups of unemployed job 

seekers offers some illuminating findings. Firstly, with regard their perceptions of 

interactive service work the focus group and survey data highlights that there is an 

overwhelming rejection of this work by these individuals, regardless of age. gender 

or length of time unemployed. However, younger, male jobseekers expressed slightly 

more positive perceptions of some interactive service work, namely that in the style 

labour market. Moreover, one factor that seems to positively impact upon 

perceptions of interactive service work, and thus make individuals more likely to be 

willing to undertake such work, is previous experience in this work. Indeed, several 

of the young, male New Deal clients, who had past work experience of interactive 

service work, were more likely to express positive attitudes towards employment in 

this area. Yet, despite these findings, overall the individuals involved in this study 

articulated a rejection of interactive service work as their preferred area of 

employment. The reasons for the dislike of this work included the quality of this 

work, remuneration and the lack of opportunities for career progression. yet the main 

factor that influenced their negative opinion of this work was the requirement to 

interact with customers on a day-to-day basis. 

Secondly, the data also indicated that these unemployed job seekers understand, to a 

certain extent, the skills demands of employers in the interactive service sector. That 

is, there is awareness that employers are seeking a combination of both hard and soft 

skills in employees. However, an understanding of the particular soft skills 

demanded by employers was less clear. The mostly female ILM clients did not 

suggest that aesthetic skills, such as personal presentation or voice and accent, were 

important to employers, yet the mostly male New Deal clients did. The older male 

Employment Zone clients merely suggested that the quality these employers 

demanded was a 'young' employee. without actually articulating what it was about 

young employees that made them particularly suitable employees for this work. 
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Therefore only a small proportion of the participants and fr th"" ~ D 1 , om e c'llew ea group. 

articulated an understanding of the demand of aesthetic skills in interactive sen ice 

work. Therefore it is perhaps surprising that this group were not particularly clear in 

communicating the non-technical or soft skills that they possess, including aesthetic 

skills. It appears therefore that they do not believe that they possess such skills. 

Equally the Employment Zone clients also did not report that they possessed soft 

skills, perhaps reflecting their definition of skill to be hard skills or technical ability. 

On the other hand the female ILM clients clearly expressed their possession of many 

soft skills, such as communication skills, yet like the other two groups did not state 

that they possessed aesthetic skills, quite possibly again because they do not consider 

aesthetic skills to be skills. Therefore there is clearly a lack of understanding 

regarding the skills that are valuable in the workplace today, particularly the demand 

for aesthetic skills in the interactive service sector. 

The third finding from the data concerns participant's employment and training. It is 

clear that there are some differences between the groups regarding the links between 

previous work, training and future employment aims. For the ILM clients there is 

great consistency, with administration work being the focus of many clients past 

work, their current training and their future employment goal. However, for the New 

Deal clients there was less consistency, and indeed in many cases clients hoped to 

access employment in quite different areas to their past experience via their training. 

Yet, for the Employment Zone clients, who were not at that time actually taking part 

in pre-employment training, there was recognition of a lack of opportunities for 

employment in the areas of which they had previous experience. Also while these 

individuals showed awareness of the growth of employment opportunities linked to 

services, they did not favour this employment and their future work goals remained 

fairly traditional in nature. Overall clients had fairly positive perceptions of the pre­

employment training they had experienced, suggesting that training would equip 

them with the skills, qualifications and work experience necessary to gam 

employment. However, there was no demand that training should enhance their 

overall employment sustainability. Moreover. clients expressed a slight concern of 

inflexibility when attempts were made to change training courses, along with a vie\\" 
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that their past work experience influenced their current training rather than their 

preferred option of future employment. Yet, with regard their ability to access work 

in the future clients appeared to be relatively positive, while displaying gender 

typical preferences for employment. It is important to note also that the unemployed 

job seekers involved in this study identified more external barriers to employment 

than internal ones. Interestingly around half of the New Deal clients suggested that 

employer discrimination affected their ability to gain employment, yet very few of 

the ILM clients thought that employer discrimination affected their chance of 

becoming employed. 

It is clear from the findings of this chapter that there are very many issues regarding 

perceptions of work, skills, training and employment that impact upon the decisions 

and perceptions of unemployed job seekers. These issues are very rarely taken into 

consideration when studies of pre-employment training, increasing employability and 

discussions of skills are carried out. Yet clearly, the unemployed job seekers and 

their views are important in the equation of skills, training and increasing 

employability to overcome unemployment. It is hoped, therefore, that the evidence 

presented here can be utilised to address the issue of skills, training and 

employability incorporating issues of significance to unemployed job seekers. 

Therefore the next chapter attempts to integrate the findings of this chapter, 

concerning the unemployed, with the findings of the other two empirical chapters 

and the literature reviewed at the start of this thesis. The aim is to offer a fuller 

understanding of the issues that are pertinent regarding the growth of employment 

opportunities in interactive service sector work and the demand for aesthetic skills, 

including a focus, not only on employers and training, but also on the unemployed. 



Chapter 10 

Discussion and Evaluation 

10.1 Introduction 

This chapter discusses and evaluates the main findings of the study, from the three 

strands of empirical research. Firstly, the chapter begins by evaluating the evidence 

concerning the demand for aesthetic skills and the importance of aesthetic skills in 

interactive service work with regards employability. Secondly, it then discusses the 

issues surrounding the supply of aesthetic skills, including the extent and 

effectiveness of training provision for the unemployed regarding these skills. 

Thirdly, attention is then given to unemployed job seekers' attitudes towards work 

involving aesthetic skills, that is, their perceptions of interactive service work. 

There then follows an evaluation of these findings within the context of the key 

literature sources, identified in Chapters 2 - 5, highlighting the contribution this 

research makes to the literature surrounding skills in interactive service work and 

unemployed job seekers' access to this work. In reviewing the findings from the 

three empirical chapters it is clear that at points the results reflect the work of others 

in this area. However, it is also clear that this research has addressed gaps in the 

literature, and these contributions in particular are highlighted. It is argued that the 

demand for aesthetic skills has not been conceptualised adequately in relation to 

access to this work and this thesis fills this gap. Finally the main implications of the 

demand and supply of aesthetic skills upon unemployed job seekers' access to 

interactive service work are highlighted. 
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10.2 The demand for aesthetic skills: aesthetic skills and emplovabilitv 

One of the objectives of the research is to examine employers' skills demands in the 

interactive service sector and the implications of this demand for the unemployed. 

The key research question regarding this objective is: What skills are important at the 

point of recruitment and selection for interactive service work? The findings of the 

research underlines that there is an ongoing demand for and utilisation of aesthetic 

skills by employers in the interactive service sector. Specifically, potential 

employees should display these aesthetic skills at the point of entry to employment. 

The data highlights that employers have an 'ideal' employee in mind for interactive 

service work, with that employee possessing, confidence, commitment to customer 

service and an overall look and sound that reflects and underlines the organisations 

overall style. As one hotel manager suggested an ideal employee has: 'a confident 

personality and confident to be in the cultu~e of the organisation ... someone who 

takes pride in their own style ... confidence and a bit of drive and enthusiasm for the 

product.' (HM4) The look and sound of employees, or more simply, the possession 

of aesthetic skills, is deemed integral to the 'ideal' employee due to the perceived 

positive contribution employees' aesthetic skills have on the service experienced by 

customers. 

More specifically however, the research underlines that aesthetic skills comprise a 

variety of both aural and visual elements, with as Warhurst and Nickson (2001) 

suggest, employers looking for employees who both 'look good' and 'sound right'. 

The data reveals that for employers the important factors for interactive service 

employees at the point of recruitment and selection include being well groomed, 

having a pleasant accent, being attractive and displaying a pleasant personality. 

Diagram 5 below illustrates the demands made by employers regarding potential and 

existing employees for interactive service work, underlining that employees involved 

in interactive service work are required to use elements of their personality. their 

emotions and their body to offer good service. 
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Diagram 5: Interactive service sector employers' demands regard' I 109 emp oyees 

Young, lively 

Well spoken. 
voice, accent 

EMPLOYERS 
DEMANDS 

Pleasant, the 'smile' 
good body language 

Confidence, 
enthusiasm, 

personality, positive 
attitude 

Style, trendy, funky, image 

Smart appearance, 
well-groomed. good 

personal presentation. 
good grooming. well 

presented, 
attractiveness, ' looking 

right', body size, 
wei~ 

As emphasised in the research findings employers from both style and non-style 

organisations seek employees with aesthetic skills . Yet the data does reveal that the 

demand for employees who present a paIiicular aesthetic is more explicit, rigorous 

and specific in style organisations. For example, while many of the employers from 

style organisations specifically requested employees who were stylish, trendy or 

funky, the employers from the non-style organisations made more general demands 

for 'well presented ' or ' presentable ' employees. The difference in demand between 

style and non-style organisations is apparent from the research findings. Although 

employers in the non-style organisations requested 'well presented ' employees the 

hotel manager of a stylish boutique hotel suggested that potential employees : ' have 

to look good, be presentable, clean and tidy, a contemporary look. ot lOO 

traditionaL .. we are trying to do something different from the chain hotels with this 

hotel so the staff reflects this image.' (HM4) Moreover, the difference in demand s 

regarding styles of appearance and presentation between different organisations 

appears to be a result of the link between the organisational aestheti c or the co mpany 

and the appearance of employees. 
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This research revealed that employers place emphasis on the possession and display 

of aesthetic skills in interactive service work because they perceive that employees 

are representatives of the organisation, who should reflect the image of the 

organisation and appeal to customers. Therefore the link between service quality. 

which includes the performance of employees, and commercial success appears to be 

driving the demand for aesthetic skills by employers in the interactive service sector. 

A subsidiary research question concerning this objective, regarding employers' skills 

demands, queries whether aesthetic skills contribute to employability. Although the 

debate regarding what comprises skill seems set to continue this research emphasises 

that whether aesthetic skills, as conceptualised in this work, are skills or not does not 

affect the reality that these are the qualities that employers are demanding potential 

employees should possess and display at the point of recruitment and selection. As 

such the possession of aesthetic skills clearly contributes to employability. Therefore 

those individuals who lack aesthetic skills, or do not display them at the point of 

entry to employment, will be disadvantaged regarding access to employment in the 

interactive service sector. This is clearly problematic, not least because of the 

number of job opportunities in the growth areas of retail and hospitality work that 

will be inaccessible to those who do not possess aesthetic skills. 

Furthermore, with regard the final research question regarding this objective, it is 

clear that the demand for aesthetic skills has further implications for the unemployed. 

A notable finding from the research regards who possesses aesthetic skills according 

to employers. As one employer from the style labour market pointed out regarding 

his preference for employees: 'Because we are putting them in front of 

customers ... they've got to be very smart, very polite, very well 

mannered ... confident, young, almost middle class people here who give the right 

image of [the organisation].'(HM3) Although this was the only employer who 

mentioned a link between being middle class and being suitable for front line 

interactive service work in his organisation, it is important to note that the majority 

of employers stressed that they employed students for this work. The employers 

reported that they employ students in interactive service positions because they are 
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well suited for this work. Therefore the research reveals that some sections of the 

population, those from a middle class background including students. are particularly 

suited to this employment, according to employers, and as such are able to access 

these positions while others, such as unemployed job seekers, may not. 

A further key finding from the research is that employers reported that while they are 

confident in their ability to provide training for employees regarding the technical 

skills required for work, they are less confident in their ability to develop the 

aesthetic skills they demand. As the personnel manager from a large retail chain store 

argued: 

We can train and develop them [with regard technical skills associated with 

the job], but if they can't speak properly or they're not that bothered about 

their appearance no matter how much effort you spend [regarding training or 

development] they won't be able to do it [the job]. (RM2) 

Therefore it is unsurprising that employers demand that aesthetics skills should be in 

place when potential employees present themselves for employment. Although they 

are reluctant to address aesthetic skills training the majority of employers suggest 

that training for aesthetic skills is both desirable and possible. Indeed, several 

employers pointed out that pre-employment training for aesthetic skills would benefit 

their organisation and the sector more generally, providing more suitable employees 

at a time when they report difficulties recruiting appropriately skilled individuals. 

Indeed employers report that they have difficulties recruiting suitable staff due to the 

prevalence of negative perceptions of service work as 'serving' work among much of 

the population. Interestingly, none of the employers suggested that the quality of 

service work, including remuneration, work hours and conditions, impacts upon 

negative perceptions of this work. This finding suggests that the employers involved 

in this study may not fully appreciate the importance of the quality of work to 

employees. 
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Consideration of the many findings regarding employer's demands for aesthetic 

skills underlines that the possession and display of aesthetic skills clearly contributes 

to employability in the interactive service sector. It also emphasises that there are 

negative implications for those who do not possess these skills, resulting in exclusion 

from work in growth areas where there are many job opportunities. 

10.3 The supply of aesthetic skills: training provision for the unemploved 

As discussed above there is clearly an ongomg demand for aesthetic skills in 

interactive service work, however, despite the link between aesthetic skills and 

employability it is evident that not all sections of the population possess these skills. 

Therefore the demand for aesthetic skills has implications in terms of skill formation 

and the supply of skills. Regarding the supply of aesthetic skills the research held 

two objectives. Firstly, to examine training provision for interactive service sector 

work for the unemployed, and secondly, to assess the efficacy of aesthetic skills 

training for the unemployed. Regarding the former objective the key research 

question asks: How extensive is training provision for retail and hospitality work for 

the unemployed? Following this key question the research also considered whether 

this training is geared towards employers' skills demands and finally considers why 

there is a lack of training for retail and hospitality work for the unemployed. 

Addressing the key research question concerning the extent of training for interactive 

service work for the unemployed it was noted in Chapter 8 that despite the growth of 

the retail and hospitality industries in Glasgow and a plethora of training 

organisations offering training for the unemployed, the research revealed that there is 

very little training for interactive service work available to the unemployed. 

However, there is evidence of widespread training for call centre and care work. 

which the training providers suggest is due to the demand for employees from 

employers and the reciprocal demand for training for this work from the 

unemployed. Yet there is little evidence of specific training for retail or hospitality 

work, and in particular the interactive roles involved in this work. A few 
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organisations do offer hospitality training but point out that demand from the 

unemployed for this training is low while the demand from employers for potential 

employees recruited from the training organisation is equally low. There is eyen less 

evidence of training for retail employment despite the reputation of Glasgow as 
~ a 

highly rated retail centre. Moreover, evidence suggests that the retail and hospitality 

industries in Glasgow provide approximately 20 percent of all jobs and are 

significant in current employment trends (Glasgow Economic Monitor, 2005). 

Therefore it is problematic that there is very little evidence of training for the 

unemployed for this work. 

Addressing the subsidiary question regarding the appropriateness of existing research 

in meeting employers' skills demands the research reveals that alongside the dearth 

of training provision for the interactive service sector training for this work suffers as 

existing training courses are not geared towards the skill demands of employers. 

Existing training for hospitality and retail work tends to focus on the practical 

elements of this work, involving training for hard or technical skills. Yet as 

previously discussed, employers demand that potential employees have soft skills, 

including aesthetic skills, in place at the point of recruitment and selection, rather 

than the technical skills required to carry out the work. Clearly the focus on skills 

that are more easily measured and accredited, that is technical skills, impacts upon 

the content of training courses. Moreover, training providers focus on hard skills is 

clearly problematic as it results in a mismatch in tenns of employers in the 

interactive service sector skill demands and existing training for the unemployed. 

The data from the training providers reported in this thesis addresses the second 

subsidiary research question regarding the extent of training for interactive service 

work for the unemployed and reveals that there are several reasons why little 

apposite training exists for interactive service work in the retail and hospitality 

sectors. Firstly training providers report that training for this work suffers from \'ery 

poor success rates, measured by the proportion of trainees who successfully complete 

the course and gain employment. It is important to note that the continuation of 
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training programmes IS very dependant upon the job outcome rate achieved. 

Therefore, as the training providers stated, the job outcome rate of retail and 

hospitality training tends to be poor and this has impacted upon the provision of 

retail and hospitality training, resulting in a diminishing level of this training. 

Moreover, the training providers point to two factors that influence the success of 

training courses, namely input into the training by employers and the quality of 

employment on offer upon completion of training. Regarding the fonner point. 

training providers were united in their opinion that the greater involvement 

employers have in pre-employment training, in developing the training course and 

providing work placements for example, the more successful the course will be in 

terms of job outcomes for clients. However, training providers also pointed out that 

the quality of employment offered upon completion of training impacts upon job 

outcome levels, suggesting that the quality of the job offered to the job seeker upon 

completion of training determines whether employment is achieved. 

The second reason for the lack of training provision for retail and hospitality work is 

a lack of demand from the unemployed for this training. Training providers from 

several organisations pointed out that they experienced a real lack of demand for 

training for retail and hospitality work. They suggest that the reasons for this lack of 

demand from clients is due to: the perception of this work as being poor quality: a 

dislike of dealing with customers on a daily basis; a perceived lack of the required 

skills for this work; the perception of service work as being low status work; a 

filtering of unsuitable clients prior to training allocation; and a lack of awareness 

among clients regarding the growth of service work and associated job opportunities. 

It is important to note that these are the training providers' opinions of unemployed 

clients' views. The perceptions of several groups of job seekers are examined more 

fully in the following section of the chapter. Clearly though, according to the training 

providers, there appear to be a number of issues that negatively impact upon 

unemployed job seekers' view of interactive service work in retail and hospitality. 

Thirdly, the research reveals that many of the training providers do not fully 

understand the extent of growth in the retail and hospitality sectors and that they also 
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have little understanding of the skills demands of employers in these industries. As 

the training providers state the success of much training depends upon involyernent 

of employers, and there appears to be little involvement of employers in retail and 

hospitality training. This discovery reflects Belt and Richardson's (2005) finding 

regarding call centre training for the unemployed, where training providers did not 

fully understand employers demand for soft skills, including aesthetic skills, at the 

point of recruitment and selection. 

As highlighted above the possession and display of aesthetic skills clearly contributes 

to employability and as such it is important that training for the unemployed 

recognises the demand for these skills and incorporates training for these skills into 

retail and hospitality training programmes. Therefore the second objective of this 

strand of research, to assess the efficacy of aesthetic skills training for the 

unemployed, is important. As reported in Chapter 8 there is evidence that training to 

develop an understanding of aesthetic skills and their use in the workplace, and thus 

enhance employability, can be effective. The examination of the efficacy of the 

aesthetic skills training course revealed that upon completion of the training clients 

had developed a greater awareness of aesthetic skills and an ability to utilise them in 

work. It was concluded, therefore, that this training may positively impact upon 

individuals who have ruled out employment in the interactive service sector as they 

believe they do not possess the appropriate skills, or who have previously been 

excluded from this employment due to a lack of these skills. The results of the \Vise 

Group training indicates that a change from traditional vocational outcomes towards 

the development of soft skills, including aesthetic skills, can better prepare job 

seekers for the skills demands of employers in the interactive service sector. 

Overall the findings from the training providers suggests that not only is current 

training not geared towards the skills demands of employers in the interactiYe sen·ice 

sector, but also that this training is not popular with the unemployed clients. 

Therefore it appears that it is not only the effectiveness of pre-employment training 

for interactive service work that will impact upon the movement of unempl(l~ edjob 
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seekers into this work, but also an extremely important factor l'S th . . elr perceptIOns of 
this work. 

10.4 Attitudes towards work involving aesthetic skills: unemployed job seekers' 

perceptions of interactive service work 

As discussed above training providers suggest that training for interactive service 

work in the retail and hospitality sectors is unpopular with unemployed job seekers 

due to a variety of reasons, not least a dislike of dealing with customers and the poor 

quality of employment offered in these industries. The objective of the third strand of 

research was to examine the views of unemployed job seekers regarding interactive 

service work, skills, future work preferences and perceived barriers to work. This 

objective involved the key research question: How do the unemployed perceive work 

in the interactive service sector generally? The various findings from this strand of 

research answer the key research question and subsidiary research questions 

developed from the original key research question. 

The data gathered from the unemployed clients backs up many of the reasons 

proffered by the training providers regarding unemployed clients' attitude towards 

interactive service work. Moreover, as highlighted in Chapter 9, the three different 

groups of unemployed job seekers included in this research hold quite similar views 

regarding employment in the interactive service sector. With regard to the 

unemployed job seekers' perceptions of interactive service work generally the data 

revealed that the majority had very poor perceptions of this work. The percei\'ed 

quality of employment in the interactive service sector was clearly problematic for 

these individuals. Factors such as poor pay, job insecurity. shift work. long hours and 

few opportunities for career progression were associated with this work and 

contributed to the negative view the individuals hold of this work. Moreover. it was a 

common perception that this work requires young employees, and this factor along 

with the lack of job satisfaction associated ~ith the work also contributed to negJtl\ e 

percepti ons. 



However, the research also revealed that a major factor that contributed to the 

unemployed job seekers' dislike of interactive service work is the required 

interaction with customers on a day-to-day basis. Individuals, regardless of age or 

gender, expressed a dislike of dealing with customers. Therefore it appears that it is 

not only issues such as the quality of work that influence individuals perceptions of 

interactive service work, but also, the required interaction with customers involved in 

this work. 

With regard to unemployed job seekers' perceptions of the specific sectors of 

interactive service work included in this study, namely retail. hospitality and call 

centre work, the data revealed differences between the groups. While the older 

individuals, both male and female, suggested that call centre work would be their 

preferred option the younger males rejected call centre work and expressed a 

preference for retail work. This preference can be explained by their expressed 

inclination for back-of-house work in the retail sector, such as storeroom work. 

where no customer interaction is required. However, when asked specifically about 

perceptions of employment in the style labour market, despite an overall negative 

perception towards this work expressed by the majority of individuals, several of the 

younger male job seekers expressed interest in employment in the hospitality sector 

of the style labour market. These individuals tended to have past experience in 

hospitality work and, interestingly, did not report an inability to carry out the work 

due to a lack of appropriate skills. An interesting aspect of this finding is that past 

work experience in the interactive service sector seems to impact upon individual's 

attitudes towards work in this area, making them more positive about this work and 

less likely to completely disregard this work from their jobs search strategy. 

This finding of a link between past work expenences and attitudes towards 

interactive service work also suggests that there may be a link between 

understanding employers skills demands and perceived possession of skills and work 

preferences. Those employed in interactive service work in the past may have a 

better understanding of the skills required for this work and be less likely to rule out 
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this employment due to a perceived lack of suitable skills Yet th . . ere remams a 

problem with many unemployed job seekers, particularly those without past 

experience in the sector, perceiving that they lack apposite skills. Data from the 

training providers suggests that many unemployed individuals percei\'e that they lack 

the required skills for interactive service work. However, the older males and 

females involved in this research expressed that they were unsuited to this work due 

to their age and not a lack of skills. 

However, as discussed in Chapter 9, the younger male clients expressed an 

awareness of the skills required for interactive service work. including aesthetic 

skills such as personal presentation skills, appearance and appropriate voice and 

accent. This understanding of employer's skills demands did not deter all of these 

individuals from this work as around half of this group suggested that they would 

consider work in hospitality in the style labour market. Therefore, it seems that many 

of the younger males involved in this study do not perceive that they lack the 

required skills for this work. However, the other half of this group did reject 

employment in the style labour market and employment in the interactive service 

sector generally. For these individuals a dislike of dealing with customers and a 

perceived inability to 'cope' with customers and their demands, possibly because 

they perceive they lack the skills to perfonn this work, rules out this employment for 

them. 

There were several interesting finding regarding the client's understandings of 

employer's skills demands and their own skills. The ILM clients suggested both soft 

and hard skills are important in interactive service work, and also reported that they 

possess both hard and soft skills. The Employment Zone clients, however. 

understood that employers in the interactive service sector require both hard and soft 

skills, yet reported that they possess hard skills and did not mention soft skills. The 

New Deal group, however, were the only group to indicate an awareness of 

employers in the interactive service sector demand for aesthetic skills. They 

suggested that these employers require both hard and soft skills. including Je~thetic 

skills. However. when asked to report the skills they possess the majority of this 
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group reported possessing only hard skills, and not soft skills. This group understood 

the skills requirements of employers in the interactive service sector, they did not 

report that they possess these skills, yet they also did not report that it is a lack of 

these skills that influences their negative perceptions of this work. Therefore. the 

research findings regarding skills perceptions and undertakings of employer's skills 

demands are not clear. 

It was interesting to note that none of the clients involved in this study were 

undergoing training for interactive service work, perhaps unsurprisingly considering 

the perceptions clients expressed regarding this work. However. both the training 

providers and the unemployed job seekers suggested that a filtering of individuals is 

carried out prior to allocation on training programmes. This filtering effect may lead 

to the exclusion of individuals from training due to being considered unsuitable for 

service sector work. Yet this decision regarding suitability is being made prior to 

training and thus is problematic and may add to the self-exclusion of individuals. 

Another notable finding from the evidence is a link between previous work, training 

and future employment aims for the older female clients, with the majority of these 

clients either possessing past experience or currently undergoing training for their 

preferred area of work, namely administration work. However, the older males, who 

had past work experience in traditional trades, labouring and security work 

recognised that there were few opportunities for employment in such trades. Yet, 

their future work preferences remained fairly traditional as they expressed preference 

for work they had experience of, involving manual and technical skills, and rejected 

work involving customer interaction. Both of these groups of job seekers therefore 

seemed reluctant to consider employment or training for employment in areas 

outwith their direct work experience. 

Many of the younger males however, expressed a desire to gain employment in areas 

that differed from their past work experience. These individuals expressed the 

greatest range of preferred employment, suggesting aims to access work in areas 

such as construction, warehousing and landscaping. Moreover. it is important to 
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point out that although some individuals from this group expressed more favourable 

perceptions of interactive service work and would be willing to gain employment in 

this area interactive service work was not the 'first choice' of anyone in this group. 

A final pertinent finding regarding the research involving the unemployed job 

seekers concerns their perceived barriers to work. In general they suggested that the 

barriers to work that they experienced were external barriers, such as a lack of 

information regarding job opportunities, a lack of well-paid and quality jobs and 

employer discrimination. Importantly, these barriers are outwith the control of the 

individual, yet, they suggest, impact upon their ability to gain employment. 

This section of the chapter has evaluated the original empirical research evidence 

concerning the demand for aesthetic skills, the contribution of aesthetic skills to 

employability, issues surrounding the supply of aesthetic skills and training provision 

for these skills and unemployed job seekers' attitudes towards work involving 

aesthetic skills. However, it is now pertinent to interpret these findings within the 

context of the three key literature sources. This interpretation highlights the 

contribution this research has made to existing literature regarding skills in 

interactive service work and unemployed job seekers' access to this work. 

10.5 The research findings contribution to the labour market literature 

As discussed in Chapter 2 there have been several key developments in the UK 

labour market over the last few decades. In particular the literature points to the 

decline of manufacturing work and the shift to a service economy that has occurred 

in this time. Alongside, and related to this shift to a service economy. Nolan and 

Slater (2003) identify the development of an hourglass economy. with growth at the 

top end of the labour market and growth at the bottom end, where low paid, 10\\ skill. 

low value added work is characteristic. The reality is that the majority of new jobs 

are occurring in mundane service sector employment. Moreover, despite economic 

growth in the UK male unemployment and economic inactiyity. are causes for 
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concern. As Nolan and Slater (2003: 71) suggest, the erosion of industry since the 

1980s, and the 'failure of the service sector to provide alternative employment in the 

areas most in need' has led to high male inactivity rates in previously industrial 

regions. Moreover, as Danson and Mooney (1998) argue, the increase in service jobs 

in Glasgow has not benefited the population equally. Yet Shuttleworth and 

McKinstry (2001) note that in many urban areas high unemployment is occurring 

alongside recruitment and retention problems in the service sector. 

The empirical research for this thesis focuses on Glasgow, a city that is exemplar of a 

previously industrial city aiming to transform into a 'post-industrial' service centre 

(Warhurst and Nickson, 2001). Indeed the service industries are very apparent in 

Glasgow, with TERU (1999) suggesting that the growth sectors of call centre, retail 

and hospitality work will provide many opportunities for employment, and the retail 

and hospitality industries providing 20 per cent of jobs in Glasgow (Glasgow 

Economic Monitor, 2005). Lindsay and McQuaid (2004: 302) suggest that the 

growth of service work is perceived by policy makers as providing 'an important 

opportunity for large scale employment creation' that can positively impact upon the 

population. However, it is important to note that the literature underlines that despite 

the availability of jobs in service work in Glasgow there also exists high 

unemployment levels alongside recruitment and retention problems in this work. 

It is suggested in the literature that perceptions of service work may contribute to the 

above problems. McQuaid and Lindsay (2002) suggest that unemployed job seekers, 

particularly those with experience in traditional industries, hold negative perceptions 

of service work, viewing it as insecure and low paid. Therefore they are unlikely to 

pursue employment in the growth areas. Yet, Lindsay and McQuaid (2004) suggest. 

there is little research concerning how negative views of service work may impact 

upon the job search strategies of the unemployed and also a paucity of evidence 

concerning unemployed job seekers' perceptions of specific areas of emplOyment 

within the service sector. They attempt to address this gap by examining unemployed 

job seekers' attitudes towards three areas of service work. namely, retail. hospitality 

and call centre work and a few recent studies also examine some of these issues. 
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McQuaid and Lindsay (2004) suggest that female job seekers are more likely to 

consider entry-level employment in the service sector than males, and that younger 

males are more likely to consider this employment than older males. However. 

overall, the unemployed job seekers involved in their research expressed very 

negative perceptions of interactive service work. The evidence presented in Chapter 

9 highlights a similar pattern with regard younger and older males, with the younger 

males expressing slightly more positive attitudes towards interactive service work 

than older males. However, the females involved in this research expressed equally 

negative views towards this work as the males. Yet, as pointed out in Chapter 9, it is 

important to note that the female sample may not be representative of all female 

unemployed job seekers, as they were undertaking training for a specific area of 

work and their choice of training reflected their work preferences. 

The literature reveals that unemployed job seekers perceIve that work in the 

interactive service sector is poor quality and that this impacts upon their negative 

perceptions of this work (Lindsay, 2005; TERU, 1999). Similarly the evidence 

presented in Chapter 9 highlights that the majority of the unemployed job seekers 

regarded this work to be poor quality, suffering from poor pay. job insecurity, long 

hours and few opportunities for career progression. On a more positive note, Lindsay 

and McQuaid (2004) and Lindsay (2005) point out that individuals with past 

experience of interactive service work are more likely to consider this work than 

those without this experience. As discussed in Chapter 9 there was a link between 

past employment in service work and a more positive attitude towards this work. 

The literature also suggests that unemployed job seekers express preferences for 

manual work or work they have experience of and this contributes to the absence of 

this work from their job search areas (Helms and Cumbers, 2004; Lindsay, 2005: 

McQuaid and Lindsay, 2004; Nixon, 2005). Similarly evidence presented in Chapter 

9 underlines that the male unemployed job seekers expressed preferences for manual 

work and work they had experience of, despite a lack of opportunities in these areas. 

While the females also expressed a preference for work they had past experience of. 
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The research reported in Chapter 9 therefore confinns existing research regarding 

many of the reasons for unemployed job seekers' negative perceptions of interacti\'e 

service work. However, while there is also evidence that unemployed job seekers 

hold negative perceptions of this work due to a perceived lack of skills required for 

this work (Lindsay, 2005; Nixon, 2005; TERU, 1999) the individuals involved in this 

research did not report that a lack of skills impacted upon their views of this work. 

Moreover, while McDowell (2004) and Nixon (2005) argue that the male \"iew of 

interactive service work as requiring female skills contributes to their negati\'e 

perceptions this work, evidence of this view of interactive service work as female 

work was not apparent in the research conducted for this thesis. 

Alongside confirming existing research, as noted above, the research conducted for 

this thesis involving unemployed job seekers extends understandings of their views 

of interactive service work. Firstly, as highlighted in Chapter 9, the unemployed job 

seekers were unanimous in their opinion that their negative perceptions of this work 

were a result of both the quality of the employment and the required interaction with 

customers. The dislike of dealing with customer was very apparent across all three 

groups of unemployed job seekers. Further research concerning this finding would 

shed more light on unemployed job seekers noticeable aversion to dealing with 

customers. Moreover, the research reported in Chapter 9 also includes an 

examination of unemployed job seekers' views of work in the style labour market. 

The findings reported extends existing knowledge, as to date there has been no 

specific examination of this topic. The research reveals that although overall the 

unemployed job seekers held negative views of work in this area around half of the 

younger males involved in the research suggested they would consider employment 

in the hospitality sector of the style labour market, suggesting that past work 

experiences influenced their more positive views of this work. Again, however. 

further research examining unemployed job seekers' views of this particular work 

would be beneficial. 
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10.6 The research [mdings contribution to the skills literature 

As discussed above there have been significant changes in the labour market in the 

UK over the last few decades, in particular the impact of the growth of services has 

been underlined in this thesis. Indeed it is clear that there has been a shift to a service 

economy, with much employment in the UK now based around services, with a 

particular growth in low skill, low wage, routinised service work at the bottom end of 

the range of service work. A result of the growth of such work is the current debate 

regarding the changing meaning of skill. Of particular relevance in this thesis is what 

comprises skill in interactive service work, work where service employees are 

required to be involved in either face-to-face or voice-to-voice interaction with 

customers (Leidner, 1991, 1993). There is much evidence of the demand for soft 

skills or person-to-person skills (Thomson, et al. 2000) in much interactive service 

work, however, often analyses of soft skills overlook the demands on employees 

corporeality made by employers. However, the work of Warhurst et al. (2000), 

Nickson et al. (2001) and Witz et al. (2003) has underlined the utilisation and 

demand for aesthetic labour, where employers require employees to possess aesthetic 

capacities and attributes at the point of recruitment and selection. 

There is debate regarding the extent to which this demand for and utilisation of 

aesthetic labour and other 'soft' skills marks a shift in the meaning of 'skill'. It is 

apparent in the literature, however, that the meaning of skill is broadening. For 

example, Ashton et al. (1999) conceive skills to be ability, attitude, knowledge 

motivation or competency and NSTF (2000b) refer to a type of skill, distinct from 

generic and vocational skills, as the personal attributes which employers most 

frequently demand at the point of recruitment. In these attempts to define skilL as is 

relevant to the contemporary labour market and workplace, it is clear that there is 

more to skill than mere technical competence, know-how or ability. Thus it is not a 

huge leap to suggest that the demand for aesthetic capacities and attributes by 

employers, that Nickson et al. (2001) identify, can be referred to as a demand for 

'aesthetic skills'. Indeed this broadening of the definition of skill merely reflects the 

impact of the growth of service work and the changing nature of much work. 



The demand for soft skills in interactive servIce work has resulted in calls for 

improved understandings of employers' skills demands (Keep and Mayhe\\. 1999) 

and the skills important in work today (Ashton et al. 1999). Furthermore, Nickson et 

al. (2004) argue it is important to detennine the extent of demand for and utilisation 

of employees' aesthetic skills, as this has been overlooked in much literature to date. 

One of the main obj ectives of this thesis is to examine employers' skills demands in 

the interactive service sector and the implications for the unemployed. Existing 

literature suggests that employers in the interactive service sector are demanding that 

employees display aesthetic skills at the point of recruitment and selection, with 

potential employees screened for possession of these skills at this point (Nickson et 

al. 2001). Although the demand for aesthetic skills is most apparent in the 'stylish' 

organisations comprising the style labour market, Warhurst and Nickson (2007) 

highlight that a demonstration effect is apparent with the demand for these skills 

apparent in organisation outwith the style labour market. The findings reported in 

Chapter 7 underline these findings, highlighting the ongoing demand for and 

utilisation of aesthetic skills by employers in the interactive service sector in 

Glasgow. There is also evidence that potential employees are expected to display 

these aesthetic skills at the point of recruitment and selection. Moreover. the demand 

for aesthetic skills is evident in both the style and non-style organisations included in 

this research, although demands are more explicit, rigorous and specific in style 

organisations. 

As Nickson et al. (2001: 179) suggest physical appearance is the most apparent 

manifestation of aesthetic labour, yet employers report requirements concerning 

employees 'dress codes; manner; style; shape and size of the body ... the "right"' sort 

of appearance and "dispositions'''. And moreover, employers make demands 

regarding both the visual and aural aesthetics of employees (Nickson et al. ibid). The 

research reported in Chapter 7 underlines Nickson et aI's findings. suggesting that 

aesthetic skills comprise a variety of both aural and visual elements. The data rc\ CJl~ 

that for employers the important factors for interactive service employees at the point 



of recruitment and selection include being well groomed. having a pleasant accent. 

being attractive and displaying a pleasant personality. These findings also reflect 

Nickson et aI's (2004) assertion that both the attitude and appearance of employees 

are important to employers in the interactive service sector. 

Moreover, as emphasised in the research findings, employers from both style and 

non-style organisations seek employees with aesthetic skills. However there is a 

difference in demand between style and non-style organisations that is apparent in 

the research findings. Although employers in the non-style organisations requested 

'well presented' employees, employers from the more style led organisations 

expressed more specific demands for 'contemporary looking' 'stylish' or 'trendy' 

staff, with the difference in demands regarding styles of appearance and presentation 

between different organisations appearing to be a result of the link between the 

organisational aesthetic of the company and the appearance of employees. This 

finding again underlines and confirms Nickson et aI's (2003) assertion that different 

organisations have different aesthetic appeals, with employees expected to reflect the 

overall aesthetic of the organisation, and therefore due to different organisational 

aesthetics there will be a demand for quite different personal aesthetics in employees. 

As Warhurst and Nickson (2007) note, employers recruit employees with the 

required skills, including aesthetic skills, rather than train employees regarding these 

skills. The research conducted for this thesis underlines this employer preference to 

recruit for skills rather than train them. The employers in this study highlighted that 

while they are confident they can provide training for the technical skills required for 

work, they express less confidence in their ability to develop the aesthetic skills they 

demand. Therefore employers demand that aesthetics skills should be in place when 

potential employees present themselves for employment. However, a notable finding 

from the evidence obtained from employers highlights that despite their reluctance to 

address aesthetic skills training the majority of employers propose that training for 

aesthetic skills is both desirable and possible, with several employers expressing that 

pre-employment training for aesthetic skills would benefit their organisation and the 

sector more generally, providing more suitable employees. 



Overall the findings of the research concerning employers' skills demands confinns 

and underlines the existing research in the field. Specifically. however, the findings 

confirm Nickson et aI's (2004) survey research examining employers' skills demand 

in interactive service work. However, the qualitative examination of employers' 

skills demands conducted for this thesis provides data rich in detail that is not 

obtained by the survey method, and therefore this evidence is a useful addition to the 

survey evidence presented by Nickson et al. (ibid). 

It is argued that the research evidence presented in Chapter 9 regarding unemployed 

job seekers' understandings of the skills they possess and employers' skills demands 

also contributes to the skills literature. The research presented in Chapter 9 includes 

an examination of understandings of aesthetic skills. Examination of the research 

data highlights that several of the unemployed job seekers, those from the New Deal 

group, indicated an awareness of employers in the interactive service sectors demand 

for aesthetic skills, yet did not report that they possessed these skills or that the 

demand for these skills impacted upon their negative perceptions of interactive 

service work. This finding indicates that further work examining unemployed job 

seekers' understandings of employers' skills demands in interactive service work 

would greatly contribute to the skills literature. 

10.7 The research findings contribution to the social exclusion and 

employability literature 

The third area of literature that informs this research concerns social exclusion and 

employability. This literature suggests that attention to and investment in skills is a 

continuing focus of UK government policy as they attempt to overcome 

unemployment and high levels of economic inactivity. The UK government belic\es 

that unemployment is equated with social exclusion, while employment equals 

inclusion and therefore makes employment the focus of their attempts to move 

h d fr 'passive' towards a more inclusive society. Moreover they ave move om a 

benefit system to an 'active' welfare system where the onus is often on individuals to 



include themselves in society, most particularly through gammg emplo),ment. 

McQuaid and Lindsay (2005) point out that current labour market policy, with the 

emphasis on employability, is based on the belief that up-skilling and increasing 

employability has benefits for the economy, society and the individual. In particular. 

in terms of enhancing the employability of the unemployed, the government focuses 

on increasing skills and addressing skills mismatches through training schemes such 

as the New Deal initiative. 

The social exclusion and employability literature was used to inform much of the 

research used to inform this thesis. Specifically it informed the research objectives 

concerning assessing the efficacy of aesthetic skills training for the unemployed and 

the examination of training provision for the unemployed for interactive service 

work. Moreover, as stated above, one of the main objectives of this thesis is to 

examine employers' skills demands in the interactive service sector and the 

implications for the unemployed. Overall the research conducted concerning 

employers' skills demand underlines the existing literature, highlighting the ongoing 

demand for aesthetic skills in interactive service work. However, the ongoing 

demand for aesthetic skills has implications for the unemployed, not least the 

contribution possessing these skills has upon an individual's employability. As 

Warhurst and Nickson (2007: 107) argue employers regard the right attitude and 

appearance to be crucial in potential employees, and indeed they suggest 'they are 

being configured as the skills that matter to these employers.' Moreover, as Nickson 

et al. (2004) argue individuals who do not possess the right soft skills, including 

social, interpersonal and self-presentation skills, at the point of recruitment and 

selection, will be excluded from this employment. The evidence gathered from the 

employers involved in the research underlines that regardless of whether aesthetic 

skills can be conceived as skills in the traditional sense it is clear that these are the 

qualities that employers deem important in potential employees. Moreover. potential 

employees must possess and display these qualities at the point of recruitment and 

selection and as such, it is argued, the possession of aesthetic skills clearly 

contributes to employability. Individuals who lack aesthetic skills. or do not display 



them at the point of entry to employment, will be disadvantaged regarding access to 

employment in the interactive service sector. 

Moreover, a notable finding from the research concerns employers' perceptions 

regarding who suitable employees are and who possesses the required aesthetic 

skills. One manager, from an overtly stylish organisation, expressed a preference for 

'young, almost middle class people ... who give the right image of [ the organisation]'. 

Yet although only this one employer explicitly mentioned social class in reference to 

employees the majority of employers reported that they employ students in 

interactive service positions because they are well suited for this work. These 

findings reflect evidence that the skills employers require in interactive service 

employees, particularly aesthetic skills, may be related to class background, with 

those from the middle classes and students in particular possessing the required skills 

(Nickson, et aI., 2003: Warhurst and Nickson, 2005; Warhurst and Nickson, 2007). 

The findings from the research conducted for this thesis suggests that further 

research is required concerning employers' views of the unemployed as potential 

employees, while also investigating links between social class and possession of 

aesthetic skills. 

As discussed above the government focuses on overcommg exclusion from 

employment by providing skills training for the unemployed. As Silver and 

Wilkinson suggest (1995) training policies adjusted to labour demand can increase 

the hiring of disadvantaged groups. It is important therefore to examine the extent 

and efficacy of training for the unemployed for growth areas of employment where 

there are currently many job opportunities. However, there is some doubt regarding 

the suitability of training for the unemployed. For example TERU (1999) conclude 

that training providers for the unemployed in Glasgow may not be addressing the 

lack of appropriate skills for employment in retail and hospitality work. Morecner. 

Nixon (2005) suggest that the male unemployed job seekers involved in his stud: 

were not offered training in the skills important in interactive service work, that is, 

tr ., £ ft kill And furthermore Belt and Richardson (2005) su!!£est that in a ammg or so s s.' ~~ 

pre-employment training course for the unemployed for call centre work the training 
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providers did not fully understand the demand for soft skills at the point of 

recruitment and selection in this work. As Crouch (2004) cogently argues. skill 

formation systems may not operate well at times of change in the labour market 

where there is a resultant shift in demand for skills. 

The research presented in Chapter 8 revealed that there is very little trainina for 
. b 

interactive service work for the unemployed in Glasgow, with the exception of 

training for call centre and care work. More specifically there was little evidence of 

training for retail and hospitality work. Moreover, the few existing training 

programmes for the unemployed for retail and hospitality work were not geared 

towards employer's skills demand. This training often focused on developing the 

technical skills and practical components of this work, rather than on developing the 

soft skills, including aesthetic skills, that employers demand. These findings 

highlight that there is very little training provision for the growth sectors of retail and 

hospitality work for the unemployed in Glasgow and that where it is in place it is not 

geared towards the skills demands of employers. The training providers signalled 

three reasons for the lack of retail and hospitality training for the unemployed: the 

poor success rates of this training; a lack of demand from the unemployed for this 

training; and a lack of understanding within the training organisations regarding the 

growth of opportunities in these sectors and employers' skills demands. The 

examination of the extent and appropriateness of pre-employment training for 

interactive service work, particularly in the retail and hospitality industries in 

Glasgow, extends existing knowledge regarding the quality of training provision 

offered for service work. Importantly, this research also identifies the reasons for the 

dearth of apposite training for the growth sectors of retail and hospitality. and 

therefore contributes to the literature regarding training for the unemployed. 

However it is clear that further research in this area would be beneficial , 

With regard training for the unemployed, Belt and Richardson (2005) point out that 

although many training providers in the UK now offer training for service work. 

involving soft skills, there is very little academic research examining the 

effectiveness of such initiatives. Therefore they address this gap by examining pre-



employment training for call centre work. In the same vein this doctoral thesis 

attempts to further address this gap in knowledge by examining the effectiveness of a 

training course aimed at developing aesthetic skills in unemployed job seekers. 

As reported in Chapter 8 the review of the efficacy of the aesthetic skills trainino 
e 

programme highlights that upon completion of the course participants had developed 

a greater awareness of employers' demands for aesthetic skills thus enhancino their 
e 

understanding of work in the interactive service sector. The participants also 

deVeloped confidence and a greater awareness of aesthetic skills and the ability to 

utilise them in work. Overall, upon completion of the training, participants suggested 

they had developed a better understanding of the need to focus on their appearance 

and voice in order to access retail or hospitality work, and as such the training was 

effective in preparing those lacking the skills and knowledge to access this work. 

Therefore, it is argued, the original research reported in Chapter 8 concerning the 

efficacy of the aesthetic skills training programme adds to understandings regarding 

the development of aesthetic skills in the unemployed. 

10.8 The implications of the demand for aesthetic skills upon unemployed job 

seekers' access to this work 

The review of the findings from the three empirical chapters and the assessment of 

the contribution to literature this research provides indicates that some of the findings 

reflect the work of others in this area. Yet, it is also clear that this research has 

addressed a few gaps in the literature, as identified above. However, the overall aim 

of the thesis is to examine the impact of the demand for aesthetic skills in interacti\c 

service work upon unemployed job seekers access to this work. While the specific 

contributions of the research are discussed and evaluated above it is also pertinent in 

this chapter to draw attention to the main implications of the demand for aesthetic 

skills upon job seeker access to work. Indeed, the demand for aesthetic skills has 

implications for not only job seekers but also employers and the yarious 



governmental bodies whose remit includes increasing employability and enhancing 

access to work. 

Firstly, the evidence presented in this thesis suggests that there is a demand for 

aesthetic skills made by employers in the interactive service sector. and as such the 

definition of skill needs to include elements relating to aesthetic skills. Current 

definitions of soft skills overlook the corporeal dimension of skill that employers 

demand, yet evidence suggests that possessing and displaying aesthetic skills 

contributes to employability, and some evidence highlights that it may be possible to 

develop an appreciation of and awareness of aesthetic skills in individuals. As Keep 

and Mayhew (1999) argue as definitions of skill move away from more traditional 

notions of practical skill and qualifications 'physical attributes' may now be regarded 

as skills. Therefore, despite the difficulties noted with measuring or assessing soft 

skills such as aesthetic skills, through traditional methods such as VET, the demand 

for aesthetic skills requires that these skills be recognised as skills, which as Witz et 

al. (2003) suggest are 'open to transformation'. As Crouch (2004) underlines the 

efficacy of skill formation systems are impacted upon by change such as the shift to a 

service economy and therefore it may take some time to develop appropriate tools 

and methods to develop skills such as aesthetic skills and also to accredit such skills. 

Nonetheless regardless of whether aesthetic skills are viewed as skills or not the 

demand for these 'skills' by employers is evident and as such employability is 

determined, in part, upon possession of these skills. Therefore training for the 

unemployed needs to address the lack of such skills in individuals in order to 

increase their employability and enhance their access to much employment in the 

interactive service sector. To sum up, the demand for aesthetic skills and their impact 

upon employability needs to be recognised, not least by those responsible for 

providing training for the unemployed, in order to allow training provision to 

accurately meet the needs of employers and the nature of work while enhancing 

individuals access to work. 

Secondly, another result of the demand for aesthetic skills is the ensuing problem of 

exclusion from work that requires utilising aesthetic skills. This exclusion can occur 



for several reasons: due to employer discrimination' due to a lack of . , appropnate 

skills; or due to self-exclusion from this work. Exclusion from this work is 

problematic as the jobs demanding aesthetic skills are in growth areas, such as the 

retail and hospitality sectors, where there are employment opportunities for those 

who are unemployed and are seeking to gain employment. Yet the demand for skills 

related to appearance, presentation and demeanour may further disadvantage those 

already experiencing disadvantage in accessing employment, that is the long term 

unemployed and the unemployed from working class backgrounds. Nickson and 

Warhurst (2005) make the cogent point that skills relating to attitude and appearance. 

the skills demanded by employers in the interactive service sector, are linked to class, 

while Keep and Mayhew (1999) also relate class background to the possession of 

skills and personal attributes required for work in much of the service economy. 

Therefore if the demand for skills related to corporeal capital continues then class 

divides may be reinforced (Warhurst et aI., 2004). Indeed as Warhurst and Nickson 

(2007: 116) argue the demand for aesthetic skills brings with it a 'new exclusionary 

potential' where discrimination based on appearance is apparent. Undoubtedly then it 

is important that the ongoing demand for aesthetic skills does not result in future 

exclusion from this work by large sections of the population. Moreover. situations 

such as the displacement effect, of high numbers of students found working in the 

interactive service sector further compound the issue of access to this employment 

for the unemployed. It is important to note that while employer discrimination was 

not a focus of this study the younger males involved in this study expressed that 

employer discrimination, generally towards the unemployed as a whole. and 

regarding the appearance or sound of individuals, contributes to the difficulties they 

face in accessing work. While a further factor that contributes to access to work in 

the interactive service sector is self-exclusion by the unemployed. As the TERL 

(1999) study highlighted many unemployed individuals self exclude away from 

employment in the interactive service sector, as they do not perceive that they 

possess the required skills and characteristics for this work. Appropriate skills 

training, aimed at developing the aesthetic skills demanded by employers at the point 

of entry to employment would be a first step in better preparing individuals for work 

in the interactive service sector and thus enhance their employability with regard thi~ 
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work. Importantly many of the employers involved in this study expressed very 

positive views regarding pre-employment training that would address the lack of 

aesthetic skills in many potential employees, and indeed welcomed such training. 

Thirdly, it is clear that there are important demand side issues specifically regarding 

the quality of much employment in the retail and hospitality sectors which impact 

upon how this work is perceived by unemployed job seekers. The research highlights 

that to address the lack of appropriately skilled employees presenting themselves for 

employment in the retail and hospitality industries employers need to make changes 

that will benefit their organisation and the service industry generally. The employers 

involved in this study pointed out that they are unhappy with the current situation in 

the retail and hospitality industries where they report difficulties in recruiting suitable 

employees, particularly for full time and permanent positions, which has resulted in 

the increasing incidence of part time work being carried out by students, who 

generally do not remain with the organisation beyond the duration of their studies. 

This evidence reflects the findings of the Learning and Skills Council (LSC) who 

highlight that there are skill shortages in the consumer services in the UK, with 

employers having difficulty recruiting 'competent staff in the hospitality and 

tourism and retail sectors, despite much of the work being regarded as low skill work 

(Turner, 2005). Moreover, the reality is that much service work is poorly perceived 

by unemployed clients of training organisations due to the poor wages and conditions 

and job insecurity that they associate with this work. For example, it is clear that like 

social skills, aesthetic skills may be increasingly recognised as core skills required in 

interactive service work yet they do not attract a wage premium, despite employers 

demand for them. Therefore employers, alongside trade unions and the government 

need to improve these conditions of employment in order to make these jobs more 

desirable to the unemployed. Employers seem to understand, in part the negative 

perceptions associated with work in the interactive service sector, and in hospitality 

and retail specifically. Evidence from the employers involved in this study suggests 

that they associate recruitment difficulties with a negative attitude towards sen'ing 

work in the population. However, although it is important to recognise the 

importance of perceptions of skill and the nature of work and how this negati\'ely 
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impacts upon perceptions of interactive service work it is important that we do not 

overlook the reported issues regarding the quality of much work in the interactive 

service sector, such as pay, hours and lack of opportunity for career progression. 

Employers did suggest that a perceived lack of opportunity for career progression 

impacted upon negative perceptions of the work, yet importantly, they did not report 

that issues such as pay, job insecurity and working hours impacted upon negative 

perception of this work. Clearly then employers would benefit from a better 

understanding of job seekers' perceptions of interactive service work and could 

encourage participation in this work by taking steps to overcome the identified 

negative aspects of this work. 

Finally, measures such as providing appropriate training, overcoming barriers to 

employment and improving the quality of interactive service sector employment 

needs to be accompanied by a change in perceptions towards this work if access to 

such work is to be increased. The majority of unemployed job seekers involved in 

this study underlined the poor perceptions of serving work possessed by a large 

percentage of the population, particularly males. The perception of interactive 

service work, or serving work, as female work is obviously problematic and the 

rejection of interactive service work by males are well documented and reported in 

this thesis (c.f. Helms and Cumbers, 2004; Lindsay and McQuaid, 2004; McDowelL 

2004; Nixon, 2005). However, male notions of what is 'good' or 'appropriate' work 

may need to be reconfigured just as the economy is reconfiguring around services. 

Many of the traditional past work experiences of males no longer exist, yet for older 

males work preferences revolve around these past experiences. Moreover, as Nixon 

(2005) and Helms and Cumbers (2004) suggest, males express preferences for 

manual blue-collar work. Thus, as Lindsay and McQuaid (2004) recognise, despite 

the growth of opportunities for employment in the service sector a large number of 

unemployed job seekers are seeking jobs outwith the sector. A change in attitude 

towards interactive service work would possibly encourage more unemployed job 

seekers to consider such work. As highlighted by the unemployed job seekers in this 

study and in Lindsay and McQuaid's study those with past experience of such work 

are more likely to posses less negative attitudes towards this work. therefore it is 
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possible that work placements in this industry, as part of skills training, would 

enhance individuals' perceptions of this work. 

10.9 Conclusions 

This chapter presented a discussion and evaluation of the main findinas of the stud v 
e J' 

integrating the three strands of empirical research and the literature used to inform 

the study. It is clear that the research presented in this thesis both confirms existing 

research and contributes to knowledge regarding skills in interactive service work 

and unemployed job seekers' access to this work by addressing gaps in knowledge. 

Indeed, it is argued that it is important to do both in a new area of research. In 

particular, the thesis addresses the gap in the literature concerning the demand for 

aesthetic skills and the impact this has on access to work in the interactive service 

sector. Furthermore, the main implications of the demand and supply of aesthetic 

skills are highlighted, including the link between possessing aesthetic skills and 

employability, exclusion from work that requires aesthetic skills, the quality of work 

in the interactive service sector and the extent and appropriateness of training for the 

unemployed for interactive service work. Following this discussion the final chapter 

then presents the conclusions of the thesis. 



Chapter 11 

Conclusions 

11.1 Introduction 

As discussed in the introduction to this thesis the impetus for this research stems 

from both an academic and personal interest. Through working and studying in 

Glasgow the huge changes that have occurred in the city over the last ten to twenty 

years have not gone unnoticed. More pertinently the experience of working as a 

research assistant on a project examining the nature and significance of aesthetic 

labour in Glasgow raised many questions outwith the remit of that research project 

that demanded attention. Therefore the focus for this thesis, examining the impact of 

changes in the nature of work on unemployed job seekers' access to work, became 

clear and that focus has been maintained throughout the doctoral research process. 

This final chapter summarises the thesis, affirms it contribution, signals implications 

in terms of future research and policy and also highlights the strengths and 

limitations of the thesis. 

11.2 Summary of thesis 

11.2.1 Background to the empirical research 

From the literature it is clear that, using the 1950s 'reference point' of male, full 

time, permanent and usually manual employment, employment in the labour market 

in the UK has altered considerably, most particularly over the last three decades. 

Although there are various changes in the labour market (discussed in detail in 

Chapter 2) the issue concerning this thesis is the growth of service work. and in 

particular interactive service work in the retail and hospitality sectors. Alongside 

economIC growth in the service sector the UK has experienced a simultaneous 

'"'3'"' .J .1 



increase in part-time employment (most usually conducted by females). increased 

female participation in the labour market, reduced unemployment levels and an 

increase in economic inactivity levels. Yet, worryingly, Nolan and Slater (2003) 

argue that these changes are a result of the decline of manual and heavy industries in 

the 1980s and highlight the failure of the service sector in offering alternative 

employment opportunities in certain regions of the UK. 

One such region is Glasgow, the geographic focus of this thesis, a city that reflects 

the changes occurring more generally across the UK with the shift to a service based 

economy. Glasgow Economic Forum (2003) highlight that the shift to a service 

economy has created new job opportunities in Glasgow. Yet problematically. despite 

a buoyant labour market, Glasgow suffers from high unemployment levels and 

increasing levels of economic inactivity, particularly among males. It is argued in 

Chapter 2 that the regeneration of Glasgow has not benefited the population of 

Glasgow equally; with in particular, older males being disadvantaged by the growth 

in service work. As TERU (1999) suggest, with the shift to a service economy in 

Glasgow, the call centre, retail and hospitality sectors are growth industries that 

create job opportunities for the population. Although there has been research 

regarding the growth of call centre work and its impact on employees there has been 

less research concerned with examining the growth of opportunities in retail and 

hospitality work and implications of this growth. Moreover, retail and hospitality 

work is particularly apparent in Glasgow with the retail and hospitality industries 

providing 20 per cent of all jobs in Glasgow (Glasgow Economic Monitor. 2005). 

Therefore this research focuses on retail and hospitality work. 

The second strand of literature utilised to inform this research concerns skills and the 

changing definition of skill, in part resulting from the increase in service work. The 

literature highlights that the issue of skills generally has become increasingly 

important for the government and for the individual and this importance is reflected 

in the level of academic attention focusing on skill. Although the definition of skill is 

much debated (as discussed in Chapter 3) it is clear that work in the servi cc secWr. 

particularly work involving regular and repeated interaction with customers. that is 
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interactive service work, requires 'soft' skills alongside the technical skills required 

to carry out the work. Furthermore, the demand for and utilisation of aesthetic skills 

in much interactive service work is apparent. However, although the government is 

concerned with increasing skills levels and overcoming unemployment through skills 

training to increase employability, it is important to note Crouch's (2004) point that 

skill formation systems may not operate effectively during periods of change such as 

that being experienced in the UK with the growth of the service economy. Thus 

existing methods of equipping individuals with skills may not be effective when 

there is little understanding regarding skills demands. Moreover, as Witz et al. (2003: 

41) note the 'embodied dispositions', or what can be perceived as aesthetic skills, 

that are required in much interactive service work 'are not equally distributed 

socially' and as such many individuals may lack the required aesthetic skills to 

access employment in the interactive service sector. 

Reflecting upon the literature concerning the growth of service work and debates 

around skills it is then imperative to examine the literature surrounding social 

exclusion and in particular the issues of exclusion from employment and 

employability. Clearly the issue of social exclusion is a priority for government in 

the UK, with a focus on overcoming social exclusion through increasing access to 

work by enhancing individual's employability. It is argued that the government, and 

therefore initiatives aimed at overcoming social exclusion, focus on the individual's 

role in their social exclusion, overlooking the structural forces or external factors that 

contribute to social exclusion, and in particular exclusion from employment. This 

thesis therefore adopts a broad definition of employability, taking into account 

factors such as employers skills demands, the efficacy of existing training for the 

unemployed and the perceptions of the unemployed towards interactive service work, 

in order to examine the impact of the growth of service work upon unemployed job 

seekers, specifically the demand for aesthetic skills and the resultant implications in 

terms of access to work and training for the unemployed. 

Examination of these three strands of literature makes it very clear that the grm\ th of 

service work has implications for the government. employers and for those seeking 



employment. From this literature emerged a number of illl' rtan' tb po t Issues at have 

hitherto been under researched and therefore required em " I' " . pITICa mvestlgatlOn m 

order to develop a fuller- understanding of the implications arising from the demand 

for aesthetic skills in interactive service work. Thus this doctoral research examined 

employers skills demands in the interactive service sector in detail, assessed the 

efficacy of existing training for the unemployed regarding skills training for retail 

and hospitality employment specifically and importantly investigated unemployed 

job seekers' perceptions of interactive service work. 

11.2.2 The empirical research - key points 

It is important at this point to emphasise the key points from the empirical research. 

While the review of the literature informing the research underpins the thesis, 

offering context and background information, reviewing the empirical findings 

highlights what was actually discovered by carrying out this research and thus makes 

the thesis's contribution to knowledge clear. 

In Chapter 4 it is argued that although there is a general acceptance of the importance 

of some soft skills in service work often analyses of soft skills overlook the demands 

employers make regarding employees' corporeality. It then highlights the importance 

of the work of Warhurst et el. (2000), Nickson et al. (2001) and Witz et al. (2003) 

whose research into 'aesthetic labour' draws attention to employers demand for and 

utilisation of employees aesthetic capacities and attributes, or what is conceived here 

as aesthetic skills. As the NS TF point out what employers demand or look for in 

potential employees when recruiting clearly determine access to employment and as 

such the personal attributes and characteristics of individuals appear to be conceived 

as skills by employers. Moreover, Warhurst and Nickson (2007: 107) argue that 

although debate regarding what comprises skills will continue it is important to note 

that appearance and attitude are 'being configured as the skills that matter' to 

employers in the interactive service sector. Chapter 7 then reports on the demand for 

aesthetic skills by employers in the interactive service sector in Glasgow. The 

findings of this strand of research are related to the key research question and 



subsidiary research questions outlined in the introduction t th th . Th . o e eSlS. e mam 

findings of this research related to employers' skill demands are highlighted below: 

Table 14: Main research fmdings regarding employers' skill demands 

Objective: Examine employers' skills demands in the interactive service sector and the 
implications for the unemployed. 

• Ongoing demand for and utilisation of aesthetic skills by employers. 

• ~emand evident ~n b?th style and non-style organisations, although demands more explicit. 
ngorous and speCIfic III style organisations. 

• Potential employees expected to display aesthetic skills at point of entry to employment. 

• Employers 'ideal' employee possesses confidence, commitment to customer service and an 
overall look and sound that reflects and underlines the style of the organisation. 

• Aesthetic skills important due to perceived positive contribution to the service experienced 
by customers. 

• Possession and display of aesthetic skills contributes to employability. 

• Disadvantage regarding access to employment for those who lack aesthetic skills or do not 
display them at the point of entry to employment. 

• Employers willing to address training for technical skills but reluctance to address training 
for aesthetic skills. 

• Employers suggest training for aesthetic skills is both desirable and possible and advise pre-
employment training for aesthetic skills would benefit the industry. 

Consequently, reflecting upon these findings it is argued that the posseSSIOn of 

aesthetic skills contributes to employability. Yet despite the ongoing demand for 

aesthetic skills in interactive service work and the link between employability and 

possession of these skills it is evident that not all sections of the population possess 

these skills. It is important therefore to examine training for interactive service work 

and in particular for aesthetic skills. The aim of the second strand of research. 

reported in Chapter 8, is to inform the gap in academic knowledge relating to 

examining the extent and appropriateness of pre-employment training for interactive 

service work, particularly in the retail and hospitality industries. The findings of this 

strand of research are again related to the key research question and subsidiary 
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questions. The mam findings of this research concerning training prOVISIOn are 

highlighted below: 

Table 15: Main research findings regarding training provision for interactive 

service work for the unemployed 

Objective: Examine training provision for interactive service work for the unemployed. 

• Lac~ of training for interactive service work, apart from call centre work or care work. ; 
avaIlable to the unemployed. 

• Lack of training for retail and hospitality work. I 

• Existing training for retail and hospitality work not geared towards the skill demands of' 
employers, focusing on technical skills, and overlooking soft skills. 

• Training providers suggest that there are several reasons why little apposite trainino- exists for 
. . • . b 

mteractIve servIce work III the retail and hospitality sectors. 
l. This training suffers from poor success rates 
2. Lack of demand from unemployed clients 
3. Lack of understanding among training providers regarding job opportunities in growth areas 

and employers skills demands. 

Assessing the extent of training provision for interactive service work available to 

unemployed job seekers highlights two important findings. Firstly. current training 

provision is not geared towards the skills demands of employers in the interactive 

service sector, and secondly where training for interactive service work has been in 

place it is clear that this training is unpopular with the unemployed clients. These 

findings suggest that while the lack of appropriate pre-employment training for 

interactive service work impacts upon unemployed job seekers' access to this work 

unemployed job seekers do not express demand for this training, possibly reflecting 

negative perceptions of this work. It is important therefore to discover why training 

for interactive service work is unpopular with unemployed jobs seekers, and the aim 

of the third strand of empirical research is to draw attention to unemployed job 

seekers' perceptions of interactive service work. Importantly. and reflecting the 

information offered by training providers, none of the clients involved in this study 

were undergoing training for interactive service work. The findings of this strand of 

research are linked to the key research question and the subsidiary research 

questions. The main findings are highlighted below: 
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Table 16: Main research fmdings regarding unemployed job seekers views of 

interactive service work, skills, future work and barriers to work 

Objective: Examine views of unemployed job seekers regardinG interactive s' k kill . e ervlce wor '. s· S, I 

future work and barriers to work. 
I 

. I 
• Unemployed Job seekers he~d po.or perc~ptions of interactive service work due to the quality l 

of employment and the reqUIred mteractIOns with customers. 
I 

• Perceptio.n. of this work as involving poor pay, job insecurity. shift work. long hours and few 
opportumtIes for career progression contribute to the aversion to interactive service work. 

• The required interaction with customers on a day-to-day basis contributes greatly to the 
negative perceptions of this work. 

• Common perception among unemployed job seekers that employers in the interactive service 
work require young employees. 

• Older individuals, both male and female, expressed preference for call centre work, involving 
voice-to-voice interaction with customers, while the younger males expressed preference for 
back-of-house retail work where no customer interaction is required. 

• An overall rejection of work in the style labour market by unemployed job seekers with the 
exception of several young males with past experience in hospitality work. reflecting a link 
between past employment in service work and a more positive attitude towards this work. 

• Understandings of skills they possess include soft skills, but not aesthetic skills. 

• Awareness of employers demands for aesthetic skills noted by young male unemployed job 
seekers. 

I 

I 

• Future work preferences for work outwith the interactive service sector, preferences usually l 
reflecting past work experiences. i 

I 

• Reported more external barriers than personal or circumstantial barriers to employment, 
including: a lack of well paid employment opportunities; a lack of good quality jobs; a lack 
of information regarding job opportunities; and employer discrimination. 

Assessing the views of unemployed job seekers regarding interactive service work 

reveals that overall, regardless of age or gender, the majority of these individuals 

hold very negative views of this work, due to the quality of the work and the required 

interaction with customers. However, a proportion of the young male individuals 

involved in the research expressed that they would consider employment in the 

hospitality sector of the style labour market. Importantly these individuals han? 

experience of work in the hospitality sector and this experience may have influenced 

their slightly more positive view of this work. Secondly. regarding skills. the 
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unemployed job seekers all noted the demand for both hard and soft skills by 

employers in interactive service work, however, only the young males noted the 

demand for aesthetic skills in this work. Moreover, the majority of individuals 

expressed a preference to gain employment outwith the service sector, with preferred 

work often reflecting their past work experiences. Overall, the males involved in this 

study expressed preferences for manual work despite the lack of opportunities in this 

work. Finally, these individuals highlighted that they experienced a range of barriers 

to work, however importantly; most of these barriers are external barriers that they 

have no control over, such as discrimination by employers and a lack of quality 

employment. 

The fourth strand of research involved examining the efficacy of an aesthetic skills 

training programme for the unemployed offered by the Wise Group. The findings of 

this research answered the key research question. The main findings from this 

research are highlighted below: 

Table 17: Main research rmdings regarding the efficacy of one aesthetic skills 

training programme for the unemployed 

Objective: Assess the efficacy of aesthetic skill training for the unemployed 

• Aim of course to develop an appreciation for and understanding of the skills employers in the 
interactive service sector require in order to enhance employability. 

• Evidence of improved understanding of the importance of personal appearance at work. 

• Evidence of improved confidence in participants. 

J 
• Evidence of understanding of the performative nature of much work in the interactive service! 

sector. 

• Evidence of an improved understanding of employers' skills demand in interactive service 
work. 

the eCCectl'veness of the aesthetic skills training Overall the evidence concernmg 111 

highlights that this training course was effective, providing many positive outcomes 

for participants. The evidence suggests that upon completion of the training 

participants had developed an appreciation for and understanding of the skills 
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demands of employers in the interactive service sector They had al' d . . so mcrease III 

confidence, understood the performativity of interactive service work and understood 

the importance of both looking good and sounding right in this work. 

11.3 Relevance and usefulness of research fmdings 

Having reiterated the key findings of the empirical research it is important to state 

the relevance and usefulness of the research. The growth of opportunities for 

employment In the expanding service sector should provide employment 

opportunities for all of the population. However, it is clear that the growth of 

employment opportunities in the service sector, in particular the interactive service 

sector, has not offset the results of the decline of manual and heavy industries in the 

1980s, with high unemployment and economic inactivity levels apparent in cities 

such as Glasgow. It is important to understand why there has not been a replacement 

effect with the growth of the service industry and the thesis has explored some 

possible reasons for the situation. Therefore this research has academic relevance and 

usefulness as it contributes to debates about skill, employability and the nature of 

work in the interactive service sector. 

Firstly this research offers a better understanding of the nature of work and 

employment and the utilisation of skills in the interactive service sector. As Crouch 

(2004) has argued in periods of labour market change, such as the relatively recent 

shift to a service economy in the UK, there is less certainty regarding the skills 

required to carry out work. Also there have been calls for improved understandings 

of employers' skills demands (Ashton et a1. 1999; Keep and Mayhew. 1999) and 

specific concern that employers demand for aesthetic skills has been overlooked in 

research to date (Nickson et a1. 2004). Therefore this research contributes to debates 

regarding the nature of interactive service work and to debates regarding the 

changing meaning of skill, highlighting in particular the ongoing demand for 

aesthetic skills and indicating that possession of aesthetic skills enhances 

employability for work in the interactive service sector. Specifically. the research 
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concerning employers' skills demands extends Nickson et al' s (2004) examination of 

survey data regarding employers' skills demand, providing qualitative data that is 

rich in detaiL 

Secondly, it is clear that the government is committed to tackling unemployment 

levels by increasing employability via skills training. Therefore it is vital that skills 

training is apposite, meeting the supply and demands of the labour market and 

employers. Yet existing methods of skill formation, including training for the 

unemployed, may be less effective when there are rapid changes in the labour market 

and the economy (Crouch, 2004). Moreover, as Belt and Richardson (2005) point 

out, there is little academic research assessing the effectiveness of service work pre­

employment training initiatives for the unemployed. Therefore the research of this 

thesis addresses this gap in knowledge by examining specifically the extent and 

effectiveness of training for the unemployed for interactive service work in the retail 

and hospitality sectors, usefully highlighting that there is very little training for this 

work and where it is in place it is not geared towards employer's demands. 

Moreover, this research contributes to debates concerning the usefulness of training 

for interactive service work. The examination of the efficacy of the aesthetic skills 

training course addressing a gap in knowledge concerning the effectiveness of 

training for the unemployed in developing an appreciation for and understanding of 

the skills demands of employers in the interactive service sector. 

Thirdly, this research contributes to the debates surrounding issues arising from the 

change in the nature of work and the utilisation of soft skills, in particular issues 

arising from the demand for and utilisation of aesthetic skills. This research 

underlines Warhurst and Nickson's (2007) argument that the demand for aesthetic 

skills may benefit the middle classes, including students, while disadvantaging 

others, such as unemployed job seekers. Moreover, the link between the possession 

and display of soft skills, such as aesthetic skills, and gender is underlined in this 

research. This research emphasises that the demand for aesthetic skills may 

disadvantage males, in particular older males. in terms of access to work in the 

interactive service sector. 
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Finally, Lindsay and McQuaid (2004) suggest that further research into the practical 

and attitudinal barriers that prevent many unemployed job seekers from including 

service sector employment in their job search strategy is required. While Helms and 

Cumbers (2004: 15) also suggest the need for further research into how changes in 

the labour market are 'interpreted' by individuals such as unemployed job seekers 

and how these changes impact upon their 'values, perceptions and attitudes' towards 

work. Thus by incorporating research into the perceptions and attitudes of 

unemployed job seekers towards interactive service work this research makes 

important contributions to knowledge concerning the barriers faced by these 

individuals with regard access to this employment and a specific examination of 

perceptions of work in the style labour market. This examination of perceptions of 

work in the style labour market, and unemployed job seekers' understanding of 

employers demand for aesthetic skills, contributes to debates surrounding attitudes to 

service work and understanding of skills demands. 

Overall, as pointed out above, and in detail in Chapter 10, it is argued that the main 

conceptual contributions of this doctoral research include contributions to the 

literature surrounding skills in interactive service work and unemployed job seekers' 

access to this work. Although analysis of interactive service work has benefited from 

the examination of the corporeal aspects of this work, most specifically the research 

surrounding the demand for aesthetic skills, this demand has not been conceptualised 

adequately in relation to exclusion or access to this work. This gap in understanding 

has informed the key concern of this thesis and it is argued, the aim of this thesis, to 

examine the impact of the demand for aesthetic skills in interactive service work 

upon unemployed job seekers' access to this work, fills this gap in understanding. It 

is argued that the research reported in this thesis both confirms and extends existing 

knowledge, which is important in new areas of research. 

Moreover, this doctoral research has practical utility. It exammes the extent and 

effectiveness of training for the unemployed for interactive service work in the retail 

and hospitality sectors, and underlines the positive outcomes of training geared 

towards developing an appreciation for and understanding of the utility of aesthetic 
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skills in interactive service work in unemployed job seekers. In addition it examines 

the perceptions and attitudes of unemployed job seekers towards interactive sen-ice 

work highlighting the practical and attitudinal barriers faced by these individuals 

with regard access to this employment. 

11.4 Policy implications - a combination of measures 

Not surprisingly, given that this doctoral research was part of an ESRC CASE 

studentship with a partner organisation whose objective is to help the unemployed 

find employment this research has policy implications. As Lindsay and McQuaid 

(2004) rightly point out policy makers have viewed the growth of employment 

opportunities in the service sector as valuable employment creation that could lower 

unemployment levels. Yet as Shuttleworth and McKinstry (2001) indicate despite the 

expanding service sector and a buoyant labour market many urban areas in Glasgow 

experience high levels of unemployment alongside difficulties of recruitment and job 

retention in the service sector. Many of the difficulties with work in the interactive 

service sector are identified in this chapter; not least the lack of appropriate training 

for required skills, negative perceptions of interactive service work, issues 

surrounding the nature of such work and the poor quality of much of this work. It is 

clear therefore that a combination of measures, as set out in Table 18 below. is 

required in order that the employment opportunities available in the growth sectors 

of interactive service work in the retail and hospitality industries can be accessed by 

unemployed job seekers. 



Table 18: Combination of measures required 

Measures by Employers: 

Premium paid for soft skills, 
including aesthetic skills 

Improve quality of work 
remuneration, conditions, job 
security etc 

Offer clear routes for career 
progression and provide 
opportunities for ongoing skills 
development 

Offer education regarding 
careers in the industry during 
secondary education -
providing accurate VIew of 
work in order to encourage ISW 
as a potential career 
Work with training 
organisations In developing 
skills training courses, 
specifically aesthetic skills 
training, for the unemployed 

Measures by Unemployed Job 
Seekers: 

Undergo education regardina 
realities of labour market and 
job opportunities 

Undergo skills training for 
skills utilised by employers in 
interactive servIce sector, 
including aesthetic skills 
training 

Measures by Government 
Bodies/ Training Providersl 
Trade union: 

T raining providers to develop 
and offer suitable skills training. 
including aesthetic skills 
training, for unemployed - joint 
working with employer; 111 

order that employers inform 
content of training 
Fonnalise skill accreditation for 
'soft· skills including aesthetic 
skills 

Government body to monitor 
trends In occupational and 
industrial change, then provide 
appropriate and timely training 
provision 
Education for unemployed job 
seekers regarding the realities 
of the labour market - where 
job opportunities are, range of 
jobs and possibility of career 
paths to follow 
Government and trade unions -
work with employers on quality 
of employment (wages, 
conditions etc) 

This combination of measures involves action on the part of employers, unemployed 

job seekers and the various bodies involved in enhancing employability. This 

approach obviously involves taking a broader approach to employability, as 

suggested by McQuaid and Lindsay (2005), where both supply and demand side 

factors are considered important in determining employability. As McQuaid and 

Lindsay argue it is important that employability is tackled not only via 'individual 

factors', such as skills and attributes, but also that external factors that greatly impact 

upon employability, such as labour market factors, the effectiveness of training 

provision and employer related aspects such as remuneration. job conditions. 

recruitment methods and discrimination, are also included. Currently government 

policy aims to overcome unemployment by focusing on aspects of the individual 
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without looking at the broader factors that also impact upon em I b'l' H p oya 1 Ity. owe\er. 

it is argued here that the inclusion all three actors in the employability equation and 

the combination of measures suggested would positively impact upon the 

employability of unemployed job seekers with regard access to work in the 

interactive service sector. 

As outlined in Table 18 employers need to consider several issues in order to 

improve access to interactive service work for unemployed job seekers. Firstly as 

these employers demand soft skills, including aesthetic skills, at the point of entry to 

employment they must consider attaching a wage premium to such skills. As 

Felstead et al. (2007) note, although aesthetic skills are widely used in service work, 

there is no wage premium associated with these skills. Related to this point 

employers also need to improve the quality of work in the interactive service sector, 

improving work conditions, increasing wages and providing job security, as 

unemployed job seekers view the quality of work in the interactive service sector to 

be poor. Moreover, employers also need to offer clear routes for career progression 

and continuing skills development in order to enhance job retention rates. Another 

useful intervention would be greater coordination between the retail and hospitality 

sectors and education providers such that useful information and a realistic vision of 

work in these industries are made available to individuals. Finally there is evidence 

presented in this thesis and discussed by Lindsay and Sturgeon (2003) regarding the 

positive outcomes achieved by training that is enhanced by the involvement of 

employers. Lindsay and Sturgeon's findings highlight the importance of local 

employer involvement in local employment initiatives, while the training providers 

involved in this study also noted the positive outcomes for training for the 

unemployed that has a level of employer involvement. This findings resonates with 

Crouch's (1997) assertion that employers are able to respond more quickly to 

changes in skills demands than other skill formation systems and as such the 

usefulness of employers in impacting upon skills training should be understood. 

There are also measures that need to be undertaken by unemployed job seeker:; in 

order to enhance their employability in a labour market increasingly geared to\\'ards 



services. Firstly it is important that these job seekers receive training and education 

regarding the realties of work in the interactive service sector. As pointed out in this 

thesis and discussed by Lindsay and McQuaid (2004) those with previous experience 

in any kind of service work had more positive attitudes towards this work than those 

without experience. Therefore those without past work experience in interactive 

service work would benefit from some insight into the industries involved. This is an 

important point because as forms of work alter individuals may need to consider 

areas of employment they would previously have overlooked. As argued in the final 

report of the NSTF (2000a: 41): 'The nature of occupational change is such that 

many individuals will need directing into substantially new career paths if they are to 

maintain their continuing employability.' Secondly, unemployed job seekers could 

enhance their employability for work in the interactive service sector by undergoing 

training to develop the skills demanded by employers, including aesthetic skills. 

Finally, it is clear that the government, via the various bodies and organisations 

associated with developing employability and increasing access to employment for 

the unemployed, along with pressure from trade unions, have a role to play in 

enhancing the employability of unemployed job seekers with regard to access to 

work in the interactive service sector. Firstly it needs to be recognised that there is a 

demand for soft skills, and particularly aesthetic skills, in the interactive service 

sector and therefore it is important that appropriate training provision for such skills 

is provided for the unemployed. As pointed out above, training that is informed by 

employers tends to be more in tune with employers skills demands, and has better job 

outcome levels than training with no employer involvement, and as such training 

organisations should encourage the input of employers at the stage of course 

development, and use links with employers to provide work experience and possibly 

offer job interviews upon completion of training. As Keep and Mayhe\'; (1999: 10) 

rightly point out with the demand for aesthetic skills VET providers may need to 

address 'speech training, deportment, and personal grooming classes rather than 

degrees, GCSEs, or NVQs.' Yet it is also important that the appropriate body 

fonnalises skill accreditation for soft skills, including aesthetic skills. such that 

training results in positive. verifiable outcomes that enhance individuals 
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employability. Moreover, as changes in the economy and employment continue there 

is a need to accurately monitor trends in occupational and industrial h (J c an~e. 

examImng associated changes in skills requirements and subsequently providing 

appropriate and timely training provision for such skills in order to minimise skills 

shortages and gaps. Once a clear picture of evolving labour markets is developed the 

government needs to provide education for unemployed job seekers regarding the 

realities of the labour market, providing information on job opportunities, ranges of 

jobs and availability of careers. As the NSTF (2000a) highlights, younger 

individuals and adults would benefit greatly from careers advice, education and 

guidance regarding the realities of the local and wider labour markets. Finally. 

government policy needs to go further than the existing incentives provided to 

encourage job seekers to enter employment. Although the strategies of offering tax 

credits and the introduction of the minimum wage seek to provide real incentives to 

move from unemployment into employment the system needs to be one that 

prioritises the very real needs of the unemployed, such as providing well informed 

and appropriate training and encouraging employers to provide decent quality of 

employment. As Smith (2000) has concluded the success of welfare to work 

programmes is dependant upon not only economic incentives but also the quality of 

jobs that unemployed job seekers have access to. As with the US, government policy 

in the UK has sought to utilise training for the unemployed to overcome difficulties 

with accessing employment. However, Lafer (2004) highlights that there is no 

evidence that skills training initiatives in the US has resulted in a move out of 

poverty for those participating in such programmes. The issue here is the quality of 

the employment offered upon completion of skills training and both the government 

and trade unions need to demand that employers offer good quality work with 

adequate wage levels. As argued in Chapter 5, for employment to overcome social 

exclusion is it vital that the quality of employment is adequate, offering satisfactory 

remuneration and offering 'meaningful' employment (Byrne, 1999; Smith, 2000: 

Toynbee, 2003). 

It is clear that the efforts and measures that require to be put in place will inyolve a 

number of actors, because, as McQuaid et al. (2006) have highlighted. the 



employability of individuals can be greatly increased when there is interagency 

collaboration and joint working. Moreover, as Crouch (1997) argues skill formation 

can suffer because those involved in skill formation have differing interests or lack 

appropriate information, and it is clear that the agencies usually responsible for skill 

formation suffer in times of uncertainty regarding skills, which in turn will 

negatively impact upon individuals seeking skills provision and training. Therefore 

communication, joint working and combined efforts between, trade union and policy 

makers may enhance the quality of skill formation. However, as discussed, 

employers and the unemployed themselves also have a role to play in enhancing 

employability and the combined effect of the various measures outlined above may 

go some way to tackling exclusion from employment in the interactive service sector 

for many unemployed job seekers. 

11.5 Strengths and limitations of the research 

Like any piece of research this work has both strengths and limitations. With regard 

to the qualitative methodology adopted for the majority of the empirical research 

conducted it is considered that valuable information was gathered using qualitative 

tools and it is considered that quantitative methods would not have been as useful in 

gathering this data and would not allow the depth of examination gained or a clear 

view of the multiple perspectives gained for analysis. Moreover, the focus group 

method adopted in the research with the unemployed job seekers allowed stimulation 

of discussion in a way not possible in individual interviews. 

Furthermore, adopting a critical realist stance towards this research ensures that the 

focus of the work is not limited to behaviour, experiences and perceptions, but also 

stresses the impact of structures in society~ both political and ideological, that may 

disadvantage the less powerful. Moreover the inclusion of the 'voice' of unemployed 

job seekers balances the research, allowing an examination of both supply and 

demand factors regarding skills, while the utilisation of a broad definition of 

349 



employability allows the inclusion in analysis of factors other than those related to 

the individual, including factors external to the individual and outwith their c tr 1 on o. 

These strengths however are also accompanied by several limitations regarding the 

research. Firstly, the sample of unemployed job seekers involved in this study may 

not be representative of the unemployed population. Although the study included 

both males and females with a wide age range the females involved used in the 

research were all undergoing training for administrative work, and therefore their 

perceptions of other work may not be generalisable to the wider female unemployed 

job seeker population. However, employees of the Wise Group facilitated gaining 

access to these clients, and although gaining access was relatively straightforward the 

researcher did not select the groups or individual who took part. Rather the groups 

were in place, prior to the research, according to their training programme and work 

option, in the case of the females involved in this study, ILM training for 

administrative work. Additionally, although the joint working with the Wise Group 

facilitated access to the unemployed job seekers it is important to note that the 

findings represent the views of unemployed job seekers who are clients of this one 

organisation. It is important to note however, that gaining access to unemployed job 

seekers would be difficult without the facilitation of, for example, the Wise Group 

employees. Moreover, the research location is limited to one city, namely Glasgow. 

Conducting similar research in other UK cities would enhance the findings of the 

research and reveal similarities and differences across cities. Finally, in relation to 

the primary data collection it is clear that the sample of employers interviewed are 

not representative of all interactive service sector employers and the number 

involved in the research is not large. However, the unfortunate timing, during the 

busy Christmas season, of this wave of research resulted in fewer participants than 

anticipated. Nonetheless, it was important that this piece of research was conducted 

at this time due to the impending maternity leave and required submission of a 

report, concerning the findings of this strand of research, to the Wise Group. 
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11.6 Issues for future research 

Several issues emerge from an overview of the research and associated limitations. It 

is clear that research into the growth of service work, and the related demand for 

aesthetic skills, and the resulting impact upon unemployed job seekers' access to this 

employment would benefit from future research involving a larger sample of male 

and female job seekers in order that comparisons could be made between females 

and males perceptions of interactive service work, and specifically work involving 

aesthetic skills. Similarly research involving both different employers and 

unemployed job seekers outwith the Wise Group would also provide valuable 

comparative data. Furthermore, it would be valuable to conduct similar research with 

employers, training providers and unemployed job seekers in other cities across the 

UK, which have also undergone a shift away from manufacturing and heavy' 

industries towards a service based economy. In summary, and based on the 

limitations of this research, data triangulation using analysis of data from a multi-site 

survey, involving other cities who have also experienced the shift to a service 

economy alongside the decline of heavier industries, yet who also suffer from high 

unemployment and high inactivity levels, might further affirm the findings of this 

research. 

Moreover, although not the focus of this doctoral research the research highlighted a 

key issue that requires further examination. The importance of class regarding the 

changing nature of work and skills demands emerged as a factor that influences 

access to interactive service work. As Keep and Mayhew (1999). Nickson et al. 

(2003, 2005) and Warhurst et al. (2004) argue the skills required of interactive 

service workers, including aesthetic skills, may be related to social class. Indeed. 

Warhurst and Nickson (2007) suggest that there is a displacement effect in much 

service work, with students, who in the UK generally have middle class 

backgrounds, filling positions in the service sector that other types of workers. those 

from working class backgrounds, may have been expected to fill. Further. as 

highlighted in Chapter 7, while only one employer reported a link between 'middle­

classness' and the ideal front line service employee. the majority of the employers 
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noted that they employed student in these positions, as they are perceived to possess 

the right skills for the job. Therefore, further examination of the link between 

possession of aesthetic skills, the skills required in interactive service work and 

social class would greatly enhance knowledge concerning the important factors 

involved in access to interactive service work. 

More specifically, as the evaluation of the findings in Chapter 10 highlights there are 

several issues that require further exploration in order to enhance understandino-s :;, 

regarding unemployed job seekers' access to work in the interactive service sector. 

Firstly, it is argued that there is a need for further research examining unemployed 

job seekers' views of work in the style labour market. Secondly, the research 

highlights that the unemployed job seekers involved in this study reported that a 

dislike of the required interactions with customer in interactive service work 

contributes greatly to their negative perceptions of this work. Further research 

concerning this finding would be useful to detennine if this finding has relevance for 

other unemployed job seekers. Thirdly, the skills literature would benefit from 

further research concerning unemployed jobs seekers' understandings of employers' 

skills demands for interactive service employees. Moreover, the research findings 

highlight that further research is required concerning employers views of the 

unemployed as potential employees, including an examination of the link between 

social class and possession of aesthetic skills. Finally, as the growth of interactive 

service work continues and employers seek other fonns of competitive advantage, 

other than the utilisation of aesthetic labour, it is important to inform those seeking 

employment, and those whose objective it is to help the unemployed gain 

employment, of the strategies adopted by employers. 

11. 7 Concluding remarks 

This doctoral research highlights the ongomg demand for aesthetic skills by 

employers in the interactive service sector, and emphasises that despite the link 

between possessing and displaying aesthetic skills and employability there i5 \ery 
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little training for these skills for unemployed job seekers. The research also draws 

attention to the successful outcomes associated with a pilot training course aimed at 

developing aesthetic skills in unemployed job seekers, suggesting that there is scope 

for the development of aesthetic skills in those currently lacking them. However. 

importantly, the research reveals that interactive service work is extremely unpopular 

with the unemployed job seekers involved in this research, due to issues of the 

quality of this work and a dislike of the required interaction with customers. and 

therefore skills training alone may not be the solution to overcome their lack of 

access to work in the interactive service sector. Moreover, the empirical research 

reveals the demand for aesthetic skills has implications for not only job seekers but 

also employers and the various governmental bodies whose remit is to increase 

employability and enhance access to work. Yet it is important that the quality of 

work unemployed job seekers gain is adequate, such that the work offers satisfactory 

remuneration and career progression. As Smith (2000) cogently argues employment 

is only a positive outcome for those previously unemployed if the quality of the jobs 

is good and the wages sufficient to encourage a shift away from unemployment or 

economic inactivity and reliance on welfare benefits. Yet, as highlighted in this 

thesis, it is not only the quality of employment that is important to job seekers, the 

negative perceptions of unemployed job seekers is greatly influenced by a dislike of 

dealing with customers. As one unemployed job seeker suggests, summing up 

attitudes towards work requiring aesthetic skills: 'It's dealing with customer's innit. 

It doesn't matter how much money you get it's not gonna stop you losing your 

temper.' The aversion to interactive service work so apparent in this research is a 

combination of objective factors, such as the quality of the job, and the subjective 

conditions of this work, that is dealing with customers. Therefore, even if the quality 

of employment in the interactive service sector was to change for the better the 

underlying issue of negative perceptions of work requiring interaction \\ith 

customers may remain. 
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APPENDICES 



APPENDIX 1 

Interview schedule (semi-structured) for clients: 
Review of pilot aesthetic labour training programme run by Wise Group 
AprillMay 2000 

Introduce myself, explain I am a student and what I am doing working with the Wise 
Group. To those w?o d~ not know me I will inform them I took part in the training 
pro gram,m e. Explam thIS feedback will be helpful and ensure confidentiality and 
anonymIty. 

TOPICS TO COVER INCLUDE: 

Ql. What kind of jobs had you been employed in prior to joining the Wise Group: 

Q2. What kind of work interested you before you joined the Wise Group? 

Q3. Did this change due to your experiences at the Wise Group? 

Q4. In terms of the aesthetic labour training course, could you tell me what you 
thought was good about the course? 

Q5. What about any bad points regarding the course? 

Q6. Do you think you learned anything in terms of developing aesthetic skills by 
taking part in the aesthetics course? (Prompt: Did you learn anything about how to 
look good or speak in a certain way? 

Q7. Do you think you can learn these skills? (Prompt: Do you think it is possible to 
learn how to look good or sound right?) 

Q8. Do you think that aesthetic skills are important in all jobs or only in some jobs? 

Q9. Would you put yourself forward for jobs that asked for 'stylish'. 'friendly'. 
'outgoing', 'lively' or 'trendy' people? Would you before the course and would you 

be more likely to after the course? 

QI0. In terms of group gelling, working together as a group, were there any exercises 
in particular that you covered in the aesthetics course that helped the participants gel 

as a group? 

Qll. What was your favourite part of the course? (Can prompt: Art Galleries, Song 
recording, Acting, Be someone else for a day~ Pub lunch etc) 

Q12. What could be added to the course to make it better? 



Q 13. Do you think the aims of the aesthetics course were clear? Did YOU know what 
you were supposed to learn by taking part? What you were suppos~d to be getting 
out of it? Does the course need a better introduction? 

Q14. Did you like the name of the course, or do you think that should change? 

Q 15. The course you underwent lasted two weeks; do you think that was a good 
length for the course? 

Q 16. Would you have liked to have more opportunity for one to one time 'With the 
trainer? 

Q 17. Do you think that in general you understand what employers are looking for 
from employees with regard aesthetic skills? How you look and how you sound, that 
kind of thing? 

Q 18. How was the experience of getting the job here? A good or a bad one? (If they 
are currently employed) 

THANK YOU FOR TAKING PART 



APPENDIX 2 

Interview schedule (semi-structured) for trainer of aesthetic labour training 
course: 
Review of pilot aesthetic labour training programme run bv Wise Group 
AprillMay 2000 

Explain what I am now doing with the Wise Group and explain this feedback will be 
helpful. I am exami~ing the clients' experience of the aesthetic labour pilot 
programme and assessmg the outcomes of the course in terms of the learnino and 
transfer of aesthetic skills to the clients. b 

TOPICS TO COVER INCLUDE: 

Q 1. Good points about the course? 

Q2. Any bad points? 

Q3. What skills were you trying to transfer to the clients? 

Q4. Do you think you can learn aesthetic skills? 

Q5.Do you think the clients learned anything in terms of developing aesthetic skills 
by taking part in the aesthetics course? 

Q7. Do you think that aesthetic skills are important in all jobs or only in some jobs? 

Q8. How would you measure the outcomes of the course in terms of what the clients 
have learned? 

Q9. What could be added to the course to make it better? Was it missing anything? 

Q10. Do you think the aims of the aesthetics course were clear? That is did the 
clients understand what they should be getting out of the course? 

Q11. Did you like the name of the course, or do you think that should change? Any 
feedback on this from the clients? 

Q12. The initial course lasted two weeks; do you think that was a good length? Any 
feedback from clients on this? 

Q 13. As a trainer do you feel the clients should have more opportunity for one to one 
time with the trainer? 

Q 14. Do you think that in general the clients of the Wise Group understand what 
employers are looking for from employees with regard aesthetic skills? How you 
look and how you sound, that kind of thing? 



Q 15. What would be the best way to proceed with the process of recruiting 
individuals for the aesthetics course? 

THANK YOU FOR YOUR HELP 



APPENDIX 3 

Interview schedule (semi-structured) for employers: 
Skills demanded by employers in the interactive service sector in Glasgow 

Introduce myself and explain research - mostly interested in infonnation on front of 
house staff. Inform that their insight will be useful and ensure anonymity. 

TOPICS TO COVER INCLUDE: 

RECRUITMENT AND SELECTION 
• Methods used: - who aimed at? 

- who hoping will apply? 
- 'ideal' worker in mind? 

• Who selects employees? 
• Is previous experience in the industry important? 
• Technical skills or social/interpersonal skills - what is more important at this 

stage? 
• Is appearance/image/voice important at this stage? 
• Do you use application forms - what are they like? 
• Do you ask for photographs? 
• Do you receive photographs along with applications? 
• What 'aesthetic' skills are important at the point of entry to employment? 
• What is the most important skill employees should display at this point? 

TRAINING 
• Does it cover grooming/presentation? 
• Do you have a staffhandbooklguidelines manual? 
• Length of training? 
• Any formal rules re appearance? 
• Do you think training in terms of aesthetics is important and possible? 
• Do employees get feedback on their appearance/voice at work? 

GENERAL 

• 
• 
• 
• 
• 
• 
• 
• 

Labour turnover level? 
What type/style of service is offered here? 
Why do people want to work here? 
Why is it important for employees to look good and sound right? 
Is there a shortage of suitable employees? 
Any rewards above salary? 
Is organisation independent/chain? 
Do you have a person specification? 

THANK YOU FOR TAKING PART 



APPENDIX 4 

Focus g~oup schedule for unemployed job seekers (Wise Group clients): 
PerceptIOns of work and employment in Glasgow, in particular work in the 
interactive service sector 

Introduce myself, explain I am a student and what I am doing working with the \\"ise 
Group. Explain topic/area. Point out that this feedback will be helpful and ensure 
confidentiality and anonymity. 

TOPICS TO COVER INCLUDE: 

What are your attitudes towards specific occupations and areas of employment 
in the service sector? 
Prompts: 
The service sector in general first and then mention retail; call centre, hospitality in 
hotels and restaurants for example 
Would you look for work in the service sector and is this a good job 

Specifically your attitudes towards entry level jobs in retail, hospitality, and call 

centre work 

What do you think about the quality of service work 
Prompts: 
Pay 
Career advancement 
Insecure or secure /a job for life 

What do you think about work in the style labour market - trendy hotels and 

bars, designer shops, cafes? 
Prompts: 
Would you like to work there, would you consider it, would working in these places 
be different from working in regular shops like Woollies or traditional pubs and 

hotels or restaurants. 

What do you think about job opportunities in areas more traditional forms of 
work like ship building or construction - is it possible to get a job here and area 

they 'good' jobs? 

How important is the status of the job you do - how other people view your 

work? 

What is important about work for you? 
Prompts: 
What are your expectations 
Attitudes 
Nonns and values about work? 



What do you think the focus of this training at the wise group is? 
Prompt: 
To give you skills, to get you into work, both or something else? 

Have you ever experienced discrimination when trying to access work or at 
work? 
Prompts: 
Due to age 
Due to how you look or are presented 
Due to how you speak? 

Where are the current opportunities in the labour market - where are the jobs, 
what areas of work 

Do you think there are many vacancies in interactive service work? tourism, 
hotels, leisure and retail? 

What work skills do you have? 
Prompt: 
Qualifications/soft skills/technical competency 

What skills do you think are important for work in the service sector? 

THANK YOU FOR YOUR HELP 



APPENDIX 5 

A survey of work and employment experiences and 
perceptions of interactive service work 

As I have outlined to you please complete this survey infull and do not hesitate to 
ask if you have any questions. Thank you. 

1. ARE YOU MALE OR FEMALE? ..................... . 

2. WHATISYOURAGE? .................... .. 

3. HOW LONG HAVE YOU BEEN UNEMPLOYED? 

.................................................................................................................................. 

4. WHAT TYPE OF JOB ARE YOU LOOKING FOR? e.g. work in 
construction industry, or in retail, or administration work etc 

............................................................................................................................... 

5. WHAT IS THE MAIN TYPE OF WORK YOU HAVE PREVIOUSLY 

BEEN INVOLVED IN? 

................................................................................................................................. 

............................ ................. ........... ... .................................. .................. ........... ................ .. . 

6. WOULD YOU CONSIDER TAKING ON EMPLOYMENT IN: 

(please circle your answers) 

RETAIL WORK: yes no maybe don't know 

CALL CENTRE WORK: yes no maybe don't know 

HOSPITALITY WORK: yes no maybe don't know 

7. WOULD YOU CONSIDER AN ENTRY LEVEL JOB (that is. ajob such as 

kitchen porter, chamber maid, shelving assistant) IN: 

RETAIL WORK: 
CALL CENTRE WORK: 
HOSPITALITY WORK: 

yes no 
yes no 
yes no 

maybe 
maybe 
maybe 

don't know 
don't know 
don't know 



8. DO YOU HAVE ANY QUALIFICATIONS? IF SO PLEASE WRITE 
THEM DOWN . 

.................................................. ..... .............. ••• •••••• e ............................... 0 ••••••••••••• 

.. ................ ••••• 0 ....................................................................................................... . 

............................................................... ......... ............................ •••• .... •• ............. 0 ................ . 

9. PLEASE WRITE DOWN THE WORK RELATED SKILLS YOU HAVE': 

.............................................................. ,. ................................................................... . 

.......................... 10 ...................................................................................................... .. 

.......................... ................................... ••• .. •• .. • ........ •••• ••••• ••• ....... 0 ................................ . 

10. PLEASE WRITE DOWN THE SKILLS YOU THINK WOULD BE 
IMPORTANT FOR WORK IN SERVICE SECTOR WORK IN AREAS SUCH 
AS RETAIL, HOSPITALITY OR CALL CENTRE JOBS . 

• oo ....... oo ....... oo ••••••• oo ................................. oo.oo ...... oo ....... oo •• oo •••••••• oo •••• oo ... oo.oooooo • 

• oo ••• oo ••• oo •••••• oo.oooo ••••••••••••••••••• oo ........................................................ 0.000 

11. WHAT IS THE LONGEST PERIOD OF TIME YOU HAVE SPENT 
UNEMPLOYED AND WHAT AGE WERE YOU AT THE TIME? 

oo •••••• oo ................. 0 .............................. oo •••••••••• oo.oooo •••• oooooooo. oooo.oooo oo •• oo.oooooooooooo.oo 

12. IN THE PAST WOULD YOU SAY THAT YOU HAVE BEEN 
REGULARL Y IN WORK, REGULARLY UNEMPLOYED OR SOMETHING 

ELSE? 

.oo •••••• oooo ••••••••••• ·oo. oooo ••••• • .... ••••• .oo •• •• ••• oo ••• • ••••••••••• oooo ........ oo .... oo •• oo •• oo ••• oo •• oo •••• 

13. HOW FAR WOULD YOU BE WILLING TO TRAVEL TO WORK 
EVERY DAY? (Please tick or circle which statement you agree with) 

Less than 15 mins to get to work 
Between 15 mins and 30 mins to get to work 
Between 30 mins and 1 hour to get to work 
Over one hour to get to work 



14. IN WHAT TYPES OF WORK DO YOU THINK THERE ARE 
CURRENTLY JOB VACANCIES IN GLASGOW? 

................................................................................................................... 

15. DO YOU THINK EMPLOYERS IN THE SERVICE SECTOR IN 
GLASGOW ARE CURRENTLY LOOKING FOR EMPLOYEES? 

.................................................... ,. ....................................................................................... . 

16. PLEASE STATE WHETHER YOU AGREE OR DISAGREE WITH THE 
FOLLOWING STATEMENTS ABOUT SERVICE SECTOR WORK: 
(write agree or write disagree beside each statement) 

It is poorly paid 
It is well paid 
These are poor quality jobs 
These are high quality jobs 
There is a chance to make a career out of this type of work 
There is no possibility of following a career in this type of work 
You are closely supervised day to day in your work in this type of work 
You are not closely supervised day to day in your work in this type of work 
Jobs in the service sector are insecure and there is a chance you will be made 
unemployed quite quickly 
Jobs in the service sector are secure there is little chance of being made 
unemployed very quickly 
You do not need qualifications to get a job in the service sector 
You need qualifications to get a job in the service sector 

17. WOULD YOU CONSIDER TAKING A JOB IN SERVICE SECTOR 
WORK IN AREAS SUCH AS VERY STYLISH HOTELS, DESIGNER SHOPS 
AND TRENDY CAFES, BARS AND RESTAURANTS? (If not please say why 
not) 

....................................................................................................................................... 

........................................... ............. .......................................................... ...................... ... . 

18. IS THE STATUS OF YOUR JOB! WHAT OTHER PEOPLE THINK 
ABOUT YOUR JOB, IMPORTANT TO YOU? 

................................................................................................................... 

19. DO YOU THINK YOU HAVE GOOD INTERPERSONAL SKILLS? 
(Interpersonal skills include skills such as communication skills. people to people 

skills and social skills) 

•••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••• 0' 



20. HAVE YOU EVER WORKED IN THE SERVICE SECTOR BEFORE? 
IF SO IN WHAT JOB? 

........................................................................................................................... 

21. DO YOU THINK IT IS RELATIVELY EASY TO GET A JOB I1\ THE 
SERVICE SECTOR IN GLASGOW (IF YOU WANTED ONE)'7 

......................................................................................................................................................... 

22. DO YOU HAVE DEPENDANT CHILDREN? 

................................................................... •••• ............................... oo ................................ 0 

23. WHAT LEVEL OF WAGE WOULD YOU BE WILLING TO ACCEPT 
FOR FULL TIME EMPLOYMENT? (tick or circle what applies to you) 

Less than £ 100 per week 
£100 - £149 per week 
£150 - £199 per week 
£200 and over per week 

24. IN YOUR OPINION WHICH OF THE FOLLOWING MAKE IT 
DIFFICULT TO BECOME EMPLOYED? 
(Please tick any of the statements you think make it difficult to become 
employed) 

There are not enough well enough paid jobs out there. 
I will lose state benefits if I get ajob. 
There are not enough good quality jobs out there. 
The costs involved in starting a job, like clothing, childcare costs and travel 
expenses, makes it difficult for me to start work. 
I do not have my own transport for work. 
Public transport is not very good or is too expensive. 
I do not get good enough information regarding the job opportunities out there 
for me. 
Poor health. 
I do not get good enough support from support agencies such as 10bcentre Plus 
Employers discriminate against the unemployed 
There are not enough suitable childcare facilities. 
Employers discriminate against older workers. 
Employers discriminate against how I look or sound. 



PLEASE ADD ANY OTHER COMMENTS YOU HAVE 01\ A1\Y OF THE 
TOPICS WE HAVE TALKED ABOUT TODAY 

.................................................................................................................................. 

...... ................................... ................................ ........................... ....... ........................ ... ... .. . 

................................... ............... ................... ... ................... .................... ............................. .. . 

.... " ......................................................................................................................... . 

THANK YOU FOR ALL OF YOUR HELP TODAY - ALL OF YOUR 
ANSWERS WILL BE TREATED IN CONFIDENCE AND USED FOR MY 
RESEARCH ONLY. 
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