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Figure 1:  Overview of data structure for empirical section 1: Surface acting and losing empathy. 

 

Example Quotation    Data Source        Conceptual Coding      Aggregate dimension 

 

 

•Focus group 2 

(sensitive cases) 

But at the same time we have to hit our targets - but doing what is 

best for the customer can impede us hitting our targets and doing 

what we have to do for the company to be happy with us. So 

doing what's best for the customer can be actually bad for us 

•Interviews with 

managers

Now we have an intensified regulatory climate where we are 

regulated by the Financial Conduct Authority, so we have to work 

really hard to keep things compliant

•Focus Group 8
There are things we have to say to hit call quality, so there is a bit 

of a conflict. If you say the wrong thing, call quality will pick up on 

it straight away

•Call observation 24 (direct 

quote from noted transcription) 

I'll do time in jail if anyone chases me for this - I know 

where your office is.  I lost my job cuz I threatened to 

cave someone's head in; I'll eat my porridge, I know 

all about court and prison.

•Focus group 15Yeah if they're swearing and that, so long as you tell 

them if they do it again you'll end the call, then that's fair 

enough

•Video diary 5
when you take the next call it could be completely 

different and still show the same professionalism and 

empathy really, no matter how busy it is 

•Call observtation snap 

interview 14

it's the way they talk to me. So if they have answered, 

and they have been abusive and then it winds me up a 

little bit 

•Focus group 7 (Line managers)I have had tragedy in my life, but I have never had a 

debt written off - but i am not going to write a debt off 

for someone else, because why you're a bit sad today 

mate? no, that's tough shit. 
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Figure 2: Overview of data structure for empirical section 2: Emotional demand, trigger points, deep acting and authenticity 

 

Example Quotation    Data Source         Conceptual Coding      Aggregate dimension 

 

 

 

•Focus group 8it's how relavent that relates to your past dealings and similarities 

as to whether that affects you or not. I have had a couple of 

people I have spoken to where I have come off the phone in tears

•Interview 4
Yeah, me with past experiences I have an understanding of 

customers - so with mental health So even thinking about 

suicidals, so for me it is very emotional with these calls. 

•Focus Group 1I think with everyone you learn and understand how to empathise 

with people you speak with

•Interview 3that call could just... they can just mention even the 

slightest element. And it could be really subtle as a 

trigger, it could be there is just no hope for me going 

on any more, I have had enough of this

•Interview 6With people that have lost family recently especially triggers on 

cancer. Both of those things really do resonate with myself. 

Within the last 8 months, I have lost two family members, a lot 

of my family do suffer with cancer and stuff like that. 

•Interview 1I can relate - so I ... I have been in debt to start with, I 

have had those letters, I know it's not nice. And I have 

had depression and anxiety

•Video diary 2
We were employed as collectors, to collect money - set 

up plans, take on finance - it sounds bad but we weren't 

employed as counsellors. if we wanted to do that we 

would have gone for a job at the Samaritans

•Call obervation 15 (description 

of observation notes)

Debtor describes  her late husband having dealt with 

the finances and struggling to pay for things after his 

death. Recently diagnosed with serious illness.
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Figure 3: Overview of data structure for empirical section 3: Resources and mitigations. 

 

Example Quotation    Data Source         Conceptual Coding      Aggregate dimension 

 

 

 

•Interview 4
If you want to make your KPIs for your monthly bonus, 

then you can't take a minute off the phones, let alone go 

off for a break out and start doing mental health things 

and all that

•Focus Group 16

Unless someone committs suicide on the phone, you can't go 

home. So that was a bit difficult -I needed more than 10 minutes 

to let it sink in and deal with it in my head and let it go 

•Focus group 5

It would be great if you could actually talk to a manager when 

you've had a shit call., but, and I know some are great, but 

mine is never there or never has the time to 
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Figure 4: Causal Process Diagram 
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Table 1 

Phase Data Type Number of Particiapants  (Description) Utilisation Emergent or developed 
themes 

1 2 Focus Groups 13 (Sensitive Cases CAAs) Transcribed, coded. Data used in 
findings section 1 

T1; T3; T5 

1 4 Focus Groups 25 (Standard and Sensitive Case CAAs) Transcribed, coded. Data used in 
findings section 1, 2 

T1; T3; T4 

1 1 Focus Group 8 (Line Managers) Transcribed, coded. Data used in 
findings section 1, 3 

T1; T4; T5 

1 9 Focus Groups 60 (Mixed employees) Transcribed, coded. Data used 
throughout findings  

T1; T2; T5 

1 Meeting Observation 4 (Mental health steering group) Notes. Data used in findings 
section 1, 2 and 3 

T3; T4; T5 

1 Document Analysis (Recruitment, training, discipline, grievance) Notes for context T1 

1 Participatory Observation (On-boarding/ induction course attendance) Notes for context  T1 

1 Management Meetings 4 (Employee relations, assistance, 
recruitment, training) 

Notes for context T1; T4 

1 and 2 12 Gatekeeper Meetings  3 (monthly meetings with HR Director, HR 
Coordinator and Operations Director) 

Notes for context T1; T3; T4 

1 Call Observations 11 (62 calls observed with snap interviews 
after each) 

Notes, limited quotes instantly 
transcribed. Data used in findings 

section 1 and 2 

T1; T2; T4 

2 Video Diaries 7 (13 recordings; 7 + 6 repeated) Transcribed, coded. Data used 
throughout findings  

T1; T4; T5 

2 Semi-structured Interviews 8 (CAAs who had accessed mental health 
support) 

Transcribed, coded. Data used 
throughout findings 

T3; T4; T5; T6 

3 2 Focus Groups 8 (5+3 CAAs, to explore post-covid 
conditions) 

Notes taken.  NA 

3 Semi-structured interviews 3 (HR Manager, HR Director, Operation 
Director 

Notes taken.  NA 

 


