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18TH DECEMBER 2009

ALL MEMBERS IN DIRECT CHANNELS

Glasgow Telephony
Gives Scrooge A Run
For His Money!

looks set to win the accolade for being the

D irect Channels’ Atlantic Quay Contact Centre
‘tightest’ Bank operation this Christmas.

The Glasgow Contact Centre will be operating
only between 8am and 4pm on both Christmas
Eve and New Years Eve. However, because this
means that staff who work normally beyond 4pm
will not be required at work during their normal
rostered hours, the Bank is insisting that Team
Leaders and Advisers must either:

® Start work early through a shift slide so that they
can complete their normal working hours, or;

® Take the time off as paid annual leave.

Of course, those managers responsible for this obsession
with ‘attendeeism’ - typically expressed during the

rest of the year by pressurising staff into not taking
legitimate time off for Sickness, Emergency Leave or
Medical Appointments - will no doubt themselves have
the luxury of winding down on Christmas Eve and New
Years Eve through taking long lunches and/or slipping
off work early without anyone noticing or caring!

It is these double standards that will most offend
Telephony Advisers who are always under the
unyielding, watchful gaze of the ‘clock watchers’.

This is why LTU is insisting that staff must not
be forced to make up any time that they are not
required to work.

An Unhealthy Obsession!

Direct Channels Management has an unhealthy
obsession with trying to squeeze every minute of work
out of its Advisers, even if staff have entirely legitimate

reasons for not being at work.

This regularly takes the form of staff returning to work
early from sickness because of threats of being charged
with Persistent Short Term Absence (PSTA) - even if the
sickness absence is neither persistent nor short-term,
which according to the Bank’s own rules means four or
more absences in a rolling three month period.

And all too often staff who have legitimate reasons
for taking Emergency Leave (i.e. emergency childcare),
Compassionate Leave or time off to attend Hospital,
Doctors or Dental Appointments are wrongly told that
they must compensate the Bank through repaying the
time off as holiday, shift slides or working back time in
other ways.

The Scrooge-like approach now being adopted for those
staff not required to work beyond 4pm on Christmas
Eve and New Years Eve is merely a continuation of this
petty-minded style of management. Any reasonable
employer would be sending staff home early without
giving any thought to expecting them to either take the
time off as holiday or to work back the time.

Contractual Rights

Where staff say they are available to work their
normal hours (i.e. beyond 4pm) - and have worked
this pattern of hours for at least six months
continuously - they have an absolute right to
refuse to either ‘work back’ the time or take it as
holiday.

Any members who would like more guidance on their
rights and entitlements should call LTU’s 24 Hour Advice
Line on 01234 262868.
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