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Abstract

The Emotional Labour of Academics:
The Rationa! and the Relational

Patricia Read-Hunter, Ph.D.
Concordia University, 1996

Q methodology and unstructured interviews were used to develop a
thick description and typology of academics’ views of emotional labour. An
archetypal factor described an ideal of emotional labour. After it was rotated, a
three-factor, polythetic typology emerged, confirmed by content analysis of the
interviews. Factors A, B, and C represented “rational,” “relational,” and
“reflective” orientations respectively.

Academics who load on Factor A—i.e., hold the “rational” view—are
task-oriented, energetic, comfortable with their authority, and seek
opportunities to share their enthusiasm for their subjects. They are inner-
directed; their primary audience is the internalized “generalized other.”
Faculty who load on B are “relational”: student-oriented, conscious users of
emotions, who deliberately involve their feelings in their teaching and
student relations. They project an approachability they feel to be central to
their praxis and personalities. C represents the approach of “reflective”
academics who have blended the rational and the relational, and have a
critical perspective on their profession. They acquiesce in institutional
demands that faculty form close relationships with students, without feeling
inauthenticity.

Thirteen Q sorts loaded on two factors, raising questions about the
evolution and stability of the types, the meaning of a dual type, and the
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phenomenological implications.

A secondary purpose of the study was to explore the effect of their
emotional labour on women academics’ career outcomes. he literature
suggested that women'’s experiences would predispose them to perform
emotional labour in a different way and to a higher degree than male
counterparts. It was anticipated that this would cause gender differences in
factor loadings. These proved less marked than expected.

More men than women loaded on A; almost twice as many women as
men dual-loaded; twice as many women dual-loaded as loaded on any single
factor. The gender difference on A approached significance (=.05). For both
sexes, more academics loaded on A than B, and B than C. The idea that
institutions control women through demands for emotional labour received
anecdotal confirmation.

Further work will benefit from development of a metric for emotional

labour and application of act frequencv methodology.
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INTRODUCTION

This thesis reports on an investigation of the emotional labour of
academics in two northern New England private colleges, and its possible
relationship to career outcomes.

Emotional labour was defined by Hochschild (1983b, p. 7) as the
management of feeling to create a publicly observable facial and bodily display
on the job. Emotional labour is paid, i.e., has exchange value, unlike emotion
work, the management of feeling in the domestic sector. Hochschild specified
additional conditions for emotional labour: face-to-face contact with the
clientele, production of an emotional state in the clientele, and a degree of
employer/institutional control over the way work is conducted (“the
emotional activities of employees,” p. 147). The degree to which these
conditions characterize academic work was investigated.

There were several reasons to study emotional labour in academia,
where it has never been investigated before.

* First, academia is an important service industry in the US. Service,
because what is produced is intangible (changes in knowledge, skills,
etc.) and delivered through interaction, the nature of which is as
important as the degree to which information is exchanged or created.
Industry, because academia does not exist apart from its institutional
settings (Light, 1977). The elaboration and expense of these is growing.
Important, because its success contributes the future prosperity of the
country, and it consumes 2.7% of GNP. This share is increasing (US

Department of Commerce, Economics, and Statistics, 1995).



* Second, colleges and universities may demand more emotional labour
of their faculty in coming decades, in response to market pressures
arising from changing demographics. For example, as the supply of
conventionally prepared and solvent white baccalaureate students
diminishes, institutions will have to do more to attract and retain
them. Faculty’s emotional labour could act as a “free” enhancement of
schools’ offerings, providing the basis for a distinctive market
positioning (Ries & Trout, 1981).

The proportion of nontraditional students is growing. They are
‘less able to access student support services (TERI, 1996, pp- 17, 60), and
generally have more external (competing) responsibilities (op. cit., pp.
61-62). They tend to pursue their education more slowly than the 18-22
year old student, and being employed, they gravitate to distance
learning opportunities. If they are to succeed, they require more and/or
a different type of faculty investment of time and self.

The tuition-driven increase in students’ expectations could act as
another stimulus to emotional labour. Ashforth and Humphrey (1993,
p- 103) speculate that when clients’ expectations are high, service
organizations will make greater efforts to control providers’ emotion
expression, and specifically, will try to align providers’ expression of
emotions with their actual emotions. If this were to happen in
academia, the incongruity with academic values would entrain even
more emotional labour.

* Third, the academic setting is one in which the issue of gender
intersects with emotional labour. Though the situation of women
academics is confounded by their overall minority status and uneven

distribution across the components of the system, in many instances,



differences in men’s and women’s emotion-related work experience

and overall prospects can fairly be ascribed—directly or through the

mediation of a phenomenon such as emotional labour—to gender (see,
for example, Carter & Carter, 1981; Hearn, 1982; Hochschild, 1983b;

Kanter, 1977).

The issue of emotional labour is a difficult one to investigate. Western
culture does not necessarily endorse the discussion of emotion, typically
placing it in opposition to rationality (Putnam & Mumby, 1993). Our
emotional vocabularies are culturally patterned and gendered (Berscheid,
1990; Tannen, 1994a, b; Whissell, 1989). The term “labour” itself is
problematic, loaded with negative connotations. Even where these semiotic
and value problems do not occur, we know that what is “laborious” for one
academic may be a spontaneous expression for another (Ashforth &
Humphrey, 1993). For still others, the labour has been performed for so long,
and is so intimately coupled to identity and other factors, that it is inaccessible
to ordinary, unprompted introspection. These barriers suggested the critical
importance of an investigative methodology able to capture subjectivity, that
is, the academics’ personal perspectives on emotional labour.

Q (Stephenson, 1953) is such a methodology. Q provides an
instrumental basis (the Q sort) for investigating subjectivity. At this stage of
our knowledge of emotional labour, Q is a more appropriate investigative
methodology than alternatives such as survey research. While the
researcher’s frame of reference is still brought into the study, in the form of
the Q sample, the participants have freedom to structure this stimulus set as
they choose. Q lends itself to combination with other qualitative methods, in

a triangulating approach (Jick, 1979).



This study used Q methodology, complemented by unstructured
interviews, to find out how a group of academics regarded the emotional
aspects of their work. The primary encounter consisted of an introductory,
scene-setting question, followed by the Q sort, then by an unstructured
interview. Participants were fully informed of the purpose and methods of
the study, and their questions answered as they arose.

The scene-setting question was intended to bring examples of their
emotional labour to participants’ minds, in order to overcome the problems
associated with recollection of routine/expert behavior (Schon, 1983; Thomas
& Diener, 1990). Participants were asked to recall and describe an emotional
incident with a student. The phrasing of this question, and the phrasing of
the follow-up used with participants who experienced difficulty in bringing
an instance to mind, was taken from Hochschild (1983b).

The Q sort task was to arrange 36 statements about academic work in
the 36 squares of a template in the form of a flattened, normal distribution,
whose extremes were labelled with values ranging from -5 (strongly disagree)
to +5 (strongly agree). The sorting instruction was to position the statements
on the template according to the degree of personal agreement/disagreement
with the meaning of the statement. Participants were advised that they could
take as long as they wished, ask questions, and move items repeatedly. At the
conclusion of the task, they were asked whether they felt that the layout of the
items corresponded with their views of academic work, and reminded that
they could continue to reposition items until they were satisfied. The sorts
were later analysed using PCQ3, a proprietary software package which
incorporates the statistical preferences of Q methodology.

The sort was followed by a 20-30 minute unstructured interview which

assessed participants’ reactions to the methodology and secured demographic



information and details of each participant’s career attainments/ progression.
The interviews were subsequently analysed using Nud*Ist, a type of
“theorizing software.” The information was used to monitor the unfolding
study, as prescribed by grounded theory methods.

The primary purpose the study was to describe and interpret the
academics’ emotional labour. The factor analysis of the Q sorts yielded a single
factor describing an ideal of emotional labour. After rotation, a three-factor,
polythetic! typology (see Bailey, 1994) emerged, confirmed by the Nud*Ist-
based content analysis of the interviews. Factors A, B, and C represented
“rational,” “relational,” and “reflective” orientations respectively to
emotional labour.

Factor A describes a “rational” type, the most common type of academic
emotional labour. Academics who load on Factor A—i.e., who hold the
“rational” view—are task-oriented, energetic, comfortable with their
authority, and seek out opportunities to share their enthusiasm for their
subject. Their behavior is inner-directed, and their audience is the
internalized “generalized other.” Factor B describes a “relational” type, a more
student-centred approach. Faculty who load on Factor B are oriented to other
people to a high degree: They make conscious use of emotions, deliberately
involve their feelings in their teaching and student relations, and project an
approachability they feel to be a core part of their praxis and personalities.
Factor C seems to represent the approach of “reflective” academics who have
blended the rational and the relational, and have a critical perspective on
their profession. They acquiesce in the institutional demand that faculty form

close relationships with students, without seeming to feel inauthenticity.

1A polythetic typology consists of classes whose cases are not identical on all variables, but
instead, grouped according to similarity on the leading characteristic.
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Thirteen Q sorts loaded on more than one factor, surfacing questions
about the evolution and stability of the types, the meaning of a dual type, and
the phenomenological implications of the types.

The secondary purpose of the study was exploration of a paradoxical
aspect of the careers of women academics. Emotional labour has been
considered to be an integral part of service professions, such as teaching.
Women are frequently stereotyped as being “good” at “emotional” work?2.
Why, then, do so many women have disconfirming experiences in academia
(see, e.g., Bannerji, Carty, Delhi, Heald, & McKenna, 1991; Caplan, 1992;
Sandler, 1986)? Why are they persistently underrepresented in academia, a
service industry3? The study addressed the proposition that their experiences
with emotional labour are an important explanation for the
underrepresented and otherwise disadvantaged position of women in
academia.

Gender differences in approach to emotional labour did not emerge,
though the literature had suggested they would. There is no reason to expect
inherent differences in men’s and women'’s approach to emotional labour,
but it was thought that women academics’ training and early experience
would predispose them to perform emotional labour in a different way, or to
a different degree, than their male counterparts. The lack of results is probably
a reflection of the methods used. Q and qualitative methods cannot establish
what proportion of a population loads on what factor, nor what amount of

emotional labour participants perform. The question of the effects of

2 See, for example, Broverman, Vogel, Broverman, Clarkson, and Rosenkrantz, 1972, who
identified “warmth-expressiveness” as feminine, and Williams and Best, 1982, who found
evidence for pancultural generality of the feminine stereotype.

3 Women have not gained overall proportional representation, pay parity, or produced the
same volume of publications in refereed journals. See, e.g., American Association of Colleges,
1986; Bem, 1994; Sandler, 1986; Schultz, 1993; Tancred-Sheriff, 198S.
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emotional labour on women academics’ careers requires the application of
quantitative methodologies such as act frequency (Cooper, Dvke, & Kay, 1990).
Methodological and substantive suggestions for further study are
offered. The methodological suggestions are for the use of brief, simply
structured sorts, unforced distribution, and integration of Q investigation
with quantitative methodologies (particularly act frequency). Substantive
suggestions are to secure support for a baseline longitudinal study of
emotional labour in academia, to carry out intensive studies of dual-loading
sorts, to integrate quantitative methods in further study of women academics’
emotional labour, and to investigate the emotional labour of minority
faculty. Ultimately, crosscultural and comparative studies will suggest

refinements of the Q approach to emotional labour.
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CHAPTER 1: LITERATURE REVIEW

The subject of this thesis, emotional labour in academia, has been
approached using ideas drawn from four subject-matter areas: emotional
labour, academia and women'’s place in academia, services management and
marketing, and organizational control. They are numbered 1, 2, 4, and 6
respectively in Figure 1, and will be discussed in this order. In addition to
these substantive literatures, there are others associated with the
methodologies employed by the study—Q and qualitative methodologies
(grounded theory methods and computer-assisted qualitative data analysis, or
CAQDAS). Methodological references will be introduced in the Analysis
chapter, as each choice or procedure is explained.

The review will focus primarily on those works in the subject-matter
and methodological areas which initially suggested the importance of the
topic and governed the selection and implementation of the research
methodologies. Emotional labour itself will receive an extended treatment.
Organizational control is addressed because of the close connection between
organizational demands and emotional labour (Morris, 1995). Some
background on academia is introduced to make the thesis more intelligible to
nonacademic readers, as well as to support the typological proposals in the
Directions chapter.

This review chapter constitutes a departure from grounded theory
methods, which encourage investigators to delay the literature review, and
use it primarily to test and extend emerging theory (Charmaz, 1993). Using
the literature in the design phase helped to focus a potentially unwieldy

study, however, and enabled good use to be made of fairly short interviews.
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Figure 1. Guide to the Literature Review

5

services management typological work academia and gender
and marketing on services in academia

control of services emotional labour and
gender in academia

8

organizational control

via demands for

emotional labour
organizational emotional
control labour

3a Control via emotional labour among academic women
5a Gender interaction with control typologies in services
7a Control typologies and services

8a Organizational control via emotional labour, in services

This thesis addresses, in part, women's gendered emotional labour in academia, used as a
control mechanism (9)
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The implications of the compromise will be further explored in the
Discussion chapter, where—in an effort to observe the spirit of grounded
methods—additional material will be introduced to interpret and evaluate
the emerging results. This material addresses the overlaps between the
primary subject-matter literatures, i.e., the areas suffixed (a) in Figure 1. These
areas of overlap include: control via emotional labour among academic
women (3a), the interaction of gender with typologies of professional services
(5a), control typologies and services (7a), and organizational control in service

industries through demands for emotional labour (8a).

Research on Emotional Labour

Emotional labour was first described in a study of flight attendants
(Hochschild, 1983b). Since that time, the study of emotion in the workplace
has become steadily more important. This is due not only to the explosive
growth of the service sector (Zeithamli, Parasuraman, & Berry, 1990) and the
collapse of the distinction between goods and services (Gronroos, 1990), but
also to researchers’ recognition of the importance of the area.

Hochschild defines emotional labour as “the management of feeling
[by which she means emotion] to create a publicly observable facial and bodily
display,” in the context of a paid job (Hochschild, 1983b, p- 7), possibly with the
help of colleagues (cf. the concept of relational work). The purpose of
emotional labour is management of others’ emotions—e.g., to ensure
cooperation in a service transaction, to buttress a certain definition of reality,
to make things flow smoothly. Framing, feeling, and display rules help the
individual to generate the right displays, by guiding emotional interpretation

and suggesting the appropriate outward form of expression. These are not
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on/off, yes/no rules, but elaborated standards for style, duration, locus, and
intensity of feeling. When felt emotion does not match the relevant feeling
rule, the individual is conscious of this anomalous state, and likely to have
powerful feelings about it (“to manage feeling is to actively trv to change a
preexisting emotional state,” Hochschild, op. cit., p- 219). The feelings and
feeling rules themselves may require management—sorting out, testing,
interpretation, etc.—before display rules can be satisfactorilv engaged.

Hochschild conceptualizes emotion as culture-specific. In arguing that
framing rules define situations, feeling rules shape the corresponding
emotions, and display rules structure the outward show, she is dismissing the
organismic—universalist position. Her formulation draws heavily on
Goffman’s (1959, pp. 216-217) analysis of dramaturgical discipline and
incorporates Darwin’s idea of feeling as a kind of physical index or partial
representation of preempted action (Hochschild, 1983b, Appendix 1, passim).

She argued originally that emotional labour is gendered (as well as
classist and racialized). By gendered she means that the performance of
emotional labour is different for men and women: Men, for example, may be
required to project authority and energy, women to project warmth and
concern. The very occupation she investigated—flight attendants—
exemplifies this phenomenon. She also made a distinction between emotion
work and emotional labour.? The former, defined as being carried out in the
private sphere, for “love,” is stereotypically the task of women.

Emotional labour is carried out using a variety of cognitive, expressive,
and behavioral strategies (Hochschild, 1975, P- 562), including surface acting
and deep acting. Hochschild (1983b, pp. 37-38) virtually equates the former to

4 Neither emotion work nor emotional labour is the same as “shadow labour,” the unpaid work
involved in supporting others employed in the wage economy (lllich, 1981).
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expressive tricks—“the movement of muscles.” Deep acting can be
accomplished by exhorted feeling (working up one’s feelings), calling on
emotion memory (Stanislavski, 1936), or using a trained imagination
(Hochschild, 1983b, pp. 38-43). Ashforth and Humphrey’s (1993, p. 94)
contention that spontaneous emotion is a way of accomplishing emotional
labour may be true only of organizational veterans and novices.

The veterans have brought about an alignment of feeling and role
demands through past emotional labour, and are no longer conscious of the
effort involved. The emotion feels spontaneous, though it conforms to
organizational display norms and may actually be part of a script. When they
profess to be unaware of performing emotional labour, the veterans are not
engaging in denial.

The novices have not yet mastered surface and deep acting, and
therefore over-rely on spontaneous emotion, which is very tiring. They are
also likely to fatigue themselves by expressing emotions which are
situationally appropriate (and functional in terms of social norms) but are
unrelated to organizational requirements/prescriptions. The novices have
not internalized organizational feeling and display norms.

Reasons to study emotional labour include the following.

(i) Recognizing the role of emotion in the workplace enhances our
ability to analyse organizational life. Much of the organizational behavior
literature refers to phenomena that have their basis in emotion, but
paradoxically, emotion itself is marginalized. There is emotional labour
implicit in the very fact of organizational membership, the more so because
the dismissal and disapproval of emotion in most Western organizations
forces members to manage both their emotions and their reactions to the

organizational proscription of emotions—i.e., to perform emotional labour in
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responding to the organization’s stance on emotionality in the workplace
(Putnam & Mumby, 1993, pp. 36-37). Viewing emotions as omnipresent, and
needing/receiving skillful management, focuses attention on the relevance
of emotions in the workplace, their underlying orderliness, the implications
of organizational involvement in the emotional sphere, and the possibility of
considering emotional labour as a compensable skill. What was largely
dismissed as uncontrollable, unconscious, and perturbing, prior to
Hochschild’s formulation (see, for example, Ashforth & Humphrey, 1993;
Lutz & White, 1986), is increasingly seen to be a functional part of all
organizational roles, and as such, amenable to analysis.

In her introduction to Fineman (1993), Hochschild makes the point
that emotional labour is systematically related to the division of labour.
Managers, in particular, are responsible for detailed knowledge of the
emotional underpinnings of the entire organization (i.e., its framing, feeling,
and display rules) and must oversee subordinates’ capacity to perform
emotional labour. Her proposal that we regard the workforce as so many
internal customers for managers’ emotional labour (p. xi) puts managerial
work in an entirely new light.

Organizational behavior has examined aspects of self-presentational
and manipulative behavior before, under such rubrics as affective neutrality
(Parsons, 1951; taken up by Lief & Fox, 1963), display rules (Ekman, 1973),
impression management (Giacolone & Rosenfeld, 1991), dramaturgical
loyalty (Goffman, 1959), work feelings (Sandelands, 1988), control moves
(Whyte, 1948, 1973), and faking it (Rafaeli & Sutton, 1987). There is undoubted
overlap between emotional labour and these concepts, but they differ in the

ways in which they incorporate personal and organizational purposes.
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The advantage of the concept of emotional labour is that it offers a
more comprehensive framework for analysis. It allows a broader approach to
impression management, for example, by recognizing the novel way—novel
because indirect—techniques such as deep acting affect behavior (Ashforth &
Humphrey, 1993, p. 93) and offering an interpretation of seemingly
dysfunctional emotional displays such as hostility to friendly debtors (Sutton,
1991). The concept of emotional labour enlarges the rationale for affect
neutrality and expands the repertoire of control moves. It links emotion to
cognition, by highlighting the relation of framing to feeling rules.

(ii)  The service sector has grown absolutely, and at the expense of
manufacturing. Gronroos (1990) suggests that the transformation of Western
economies is so fundamental and pervasive that we should speak of “service
elements,” or “services,” rather than “the service sector.” The number of jobs
requiring regulation of emotions has experienced particularly rapid growth
(Albrecht, 1988; Wharton, 1993). If we recognize that components of larger
organizations treat one another as internal customers (as Hochschild has
proposed), there is a further extension of service, and with it, the applicability
of the concept of emotional labour.

As the service sector grows, emotional labour affects the work life of
progressively more people (predominantly women). Some investigators
claim to detect an increasing polarization in the quality of life associated with
emotional labour, and the possibilities of satisfying outcomes seem to be
neither equitably distributed nor sufficiently present in the majority of the
new service jobs (see, for example, Adelmann, 1989; Erickson, 1991; Garson,
1988; Hochschild, 1983b, 1989a,b). In high-volume, personal services, the use
of scripts and stringent performance measures, for example, coupled with

poor pay and conditions and limited security, contrasts unfavorably with the
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high wages and relatively long time-span of discretion commonly found in
technically based services.

In academia, this growth of the service sector has been reflected not
only in the increased number of tertiary institutions, but also in the growth of
academic support services within institutions, the development of
independent service entities within institutions (such as college catering and
travel offices), and the creation of allied industries, such as student loan
servicing. Indeed, lifelong involvement of alumni with their institution has
become commonplace, ranging from learning experiences reserved expressly
for alumni to affinity credit cards and semi-educational holidays marketed to
them. These trends underline the relevance of academia as an appropriate
setting in which to examine emotional labour.

(iii) Changes in the patterns of delivery and consumption of services
are an important source of broad cultural and social developments (Erickson,
1991; Wharton, 1993). Professional services are currently undergoing such
changes, with the concomitant possibility of increased emotional labour on
the part of professionals. There has been a rapid growth in professional
temporary agencies, and contract employment of professionals. The nature of
“temp” work requires temps to do more “blending in” and self-marketing
(both of which involve emotional labour). Contract employment, on the
other hand, often involves trouble-shooting and crisis resolution, which
draw on the contractor’s capacity to manage disorder with appropriate
emotional displays, as well as rapid adaptation to employing organizations’
emotional cultures. The absolute amount of emotional labour performed by
professionals may also be increasing with the growth in the numbers of
salaried professionals working in organizational settings. There, the

emotional component of the work is subject to supervision.
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Technological developments in higher education, such as the
expansion of distance learning5, have profoundly altered the patterns of
delivery and consumption of academic services, including their emotional
patterning (see, e.g., Barber, 1995, p. 74). For example, with the lessened face-
to-face contact implicit in distance learning, a different pattern of
communication arises. Faculty of one distance learning program report that
reliance on the impersonal medium of email communication necessitates
“fluffing up” students, i.e., softening feedback to protect their feelings, and
ultimately, maintain the program’s enrollment levels. The rapidity with
which complex, reciprocal changes are occurring in the context/content of the
professor-student relationship underscores the importance of understanding
academics’ emotional labour.

(iv)  Another reason to study emotional labour is to enable us to
evaluate the widespread view that a service orientation is a panacea for
corporate ills (e.g., Albrecht & Zemke, 1985; Schneider & Bowen, 1995). We
know very little about the long-term consequences of emotional labour.
Hochschild’s initial analysis anticipated largely negative consequences. In
particular, she feared that prolonged emotional labour would lead to
inauthenticity and self-estrangement. Her position was unchanged with the
publication of The Second Shift (1989b). It has subsequently been argued
(Ashforth & Humphrey, 1993; Gordon, 1989; Wharton, 1993; Wouters, 1989)
that the effects of emotional labour, mediated by identity and culture, may be
functional—even essential—for individuals as well as organizations,

facilitating performance and affording scope for self-expression.

5 Governors of 14 western American states, for example, are discussing the creation (scheduled
for 1997) of a full-service “virtual” university (see their web page, at
www.western.org/smart/vu/vu.htmi).
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(v)  Competitive advantage lies in being among the first to
understand how to achieve and leverage diversity (Riddle, 1992)—that is, to
build on it, rather than assimilate it away. Achieving diversity goals (as
described in Johnston & Packer, 1987, for example) will require us to
understand the incidence and patterning of emotional labour and its
interrelationship with ethnicity and race, because there are cultural
differences in the experience and expression of emotion, as numerous
ethnographies attest (see, for example, Kunda, 1992).

It is probable that we read most easily the organizational demands
resembling those familiar to us from our early socialization (Collins, 1982, p.
121; Deaux, 1984, 1985; Hochschild, 1975). Thus, the sex-typed division of
emotional work found in the home (Hochschild, 1989b) may be brought into
the workplace via sex role spillover (Gutek & Morasch, 1982). Sex role
spillover makes it easy for women to perceive demands for emotional labour,
and identity-confirming to comply. The results may be performances which
are not directed at appropriate organizational objectives, or “cost” the women
too much to produce.

This pattern may also hold for minorities: As there is a gendered
division of labour between white men and women, so there may be a race-
typed division of labour, which calls on people of colour (particularly women
of colour) to perform more emotional labour (Nkomo & Cox, 1996).
Opportunities can only be realized through highly specific action strategies
(Wellman, Warner, & Weitzman, 1977). This is a subtraction from energy
available for organizationally valued performances, as well as for necessary
self-care and extra-organizational activities.

Some professions appear to be increasing their usage of

paraprofessionals, frequently women, who tend to be assigned to the
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