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Executive summary
This year’s EEO Trust Work-Life Survey demonstrates the value of supporting employees at work and outside work even at a time of faltering business confidence. Our respondents tell us that they invest in work-life measures because they are good for business – improving recruitment, retention and engagement. 

We have found that those respondents with a work-life policy or strategy have lower staff turnover, and that those providing extra paid parental leave report higher rates of return from parental leave. In addition, the respondents that actively support health and wellness lose less time to injury.

This second EEO Trust Work-Life Survey was completed by 234 members of the EEO Employers Group – employers with an expressed commitment to EEO and diversity. For a comparison with other New Zealand employers, we have drawn on the findings of a national random sample work-life survey carried out by the Department of Labour earlier this year.
This year’s survey coincided with the introduction of the Employment Relations (Flexible Working Arrangements) Amendment Act 2007, which came into force on July 1, 2008, giving employees with caring responsibilities the right to ask for flexible working arrangements. A key focus of this year’s survey was, therefore, flexible working arrangements. We also analyse trends in work-life strategies, their implementation, and outcomes since the EEO Trust’s 2006 Work-Life Survey and earlier EEO Trust Diversity Surveys. 
The findings in the first part of this Executive Summary apply to organisations employing 10 or more people. A separate section discusses the work-life approaches of EEO Employers Group members employing fewer than 10 people.
Flexibility

Both the EEO Trust Work-Life Survey and Department of Labour survey show a strong climate of support for flexible working. A total of 80% of EEO Trust respondents and 68% of Department of Labour respondents report support for flexibility in their workplaces. 
In line with their commitment to EEO and diversity, EEO Trust members are more likely than the more widely sourced Department of Labour respondents to already have flexible working, or be in the process of introducing procedures related to flexible working.

Half of the EEO Trust respondents already monitor requests and staff uptake of flexible working options. The most common provisions are flexible hours, flexible start and finish times and breaks, and occasionally being able to work from home. 
EEO Trust members also compare well with Australian employers identified in a 2006 study
 as being best-practice organisations. But they compare less well with UK employers (surveyed in a national random sample survey)
, which have increasingly offered flexible working options since the UK introduced legislation for flexible working in 2003. 
Other work-life initiatives

Special leave (paid or unpaid) and study leave is available to some staff employed by most of the organisations responding to the EEO Trust Work-Life Survey. Sabbatical leave is less common and less likely to be available to all staff. Buying additional leave in exchange for reduced pay is least common.

Initiatives which relate directly to childcare responsibilities are less common than general flexible work options. Although most organisations say they provide support for people caring for friends or family, other than welcoming the children of some staff at work on occasions, fewer have specific facilities such as a breastfeeding room or help with out-of-school care or childcare. 
However, more of the employers responding to the 2008 survey provide support for breastfeeding mothers, such as fridges for storing breast milk and on-site breastfeeding areas, than those responding to previous surveys. There has been no increase in the numbers of school-holiday or after-school programmes or subsidies offered, other than childcare support. These areas are not well provisioned by UK employers either.
A third of respondents offer extra paid parental leave over and above the 14 weeks’ statutory Government-funded provision, usually an additional six weeks. 
The main types of new work-life initiatives introduced in the last two years are flexible working options, especially remote working; health and wellness initiatives; various types of leave, and family-oriented provisions.

Implementing policies and practices

Three out of four respondents have a work-life policy or strategy and three out of four of these policies or strategies are integrated into core business objectives, which is in line with best practice. Other best-practice implementation steps are:

· Demonstrated commitment by senior management 
· Having a written action plan 
· Communicating the policy or strategy throughout the organisation
· Training managers in work-life implementation 
· Making managers accountable
· Measuring the outcomes
Respondents report a very high level of senior management commitment to work-life initiatives, with more than 90% reporting that senior managers demonstrate their commitment in some way. Communication levels are also high and there is an increase in the proportion of respondents with a written action plan this year. However, levels of training on work-life issues for managers has decreased (21%) and management accountability remains unchanged since our 2006 survey. 
Australian best-practice organisations are much more likely to make managers accountable for work-life implementation than the EEO Employers Group members surveyed here. Evaluation of the success of work-life efforts is also much higher in Australia, with 72% of all organisations surveyed and 82% of best-practice organisations doing so
. 
Drivers and barriers to implementation

Recruitment and retention remain the main drivers for work-life balance initiatives, as is the case in Australia.

Employers’ main concerns around implementing work-life initiatives relate to the nature of work in some areas, meeting the needs of the organisation and employees, and equity for all staff. Few of our respondents have any concerns about any costs related to implementing work-life initiatives, or the challenge of unsupportive management.
Outcomes and effectiveness

The majority (84%) of organisations participating in the 2008 EEO Trust Work-Life Survey think their work-life practices are effective, with a quarter of these rating them as “very effective”. A range of assessment tools are used, from surveys and HR statistics to informal chats, performance reviews and exit interviews.

In this survey, we have found that the respondents with a work-life policy or strategy generally report greater uptake of work-life initiatives and lower staff turnover. For example, a recruitment company reported that in an industry with a 40% turnover, theirs is only 6 %. They attribute this, at least in part, to their work-life practices. 
Return from parental leave

The numbers of employees returning from parental leave are high among the EEO Trust members surveyed. Of the three-quarters of respondents who measure their return rate, two-thirds say it is more than 70%, and one-third more than 90%. The main reason given by those who do not return from leave is a preference for being a full-time mother (54%), compared with 12%  who say availability of quality affordable childcare is an issue. Fewer than 10% said it was due to lack of flexible work options such as part-time work or remote working.
Emerging issues

The main emerging work-life issue identified by EEO Trust members is the ageing workforce and related issues such as caring for elderly dependants, retaining skills and institutional knowledge, finding creative solutions and individual plans for retirement transitions, inter-generational differences, and the differing needs and expectations of the younger generation. Other key issues are flexibility, cultural diversity and working from home.
Small organisations

Organisations employing fewer than 10 people report a range of examples of how the owner or manager of a small business can demonstrate commitment to work-life balance, from role-modelling good work-life balance to providing funding for work-life initiatives. 
Like the larger organisations, they say that supporting work-life balance results in reduced staff turnover, improved rates of return from parental leave, greater ability to attract new staff, and improved morale and productivity.

Background 

In the two years since the first EEO Trust Work-Life Survey, there has been a lot of activity in the work-life area in New Zealand. The Department of Labour, the Families Commission and the EEO Trust have all conducted research. The Government has introduced legislation to give employees with caring responsibilities the right to request flexible work arrangements, and legislation to support breastfeeding mothers at work.  

New Zealand research

In 2003, the Government established the Work-Life Balance Programme to develop policies and practices aimed at promoting a better balance between paid work and life outside of work. In 2005-06, the Department of Labour surveyed employers and employees to establish benchmarks for monitoring work-life issues. The first follow-up survey took place this year. As this coincided with the introduction of the new legislation on flexible working, it also serves as a new baseline for future changes. 
In this report, we provide an overview of recent research on work-life issues, report on the findings of the EEO Trust Work-Life Survey and make comparisons with findings from the Department of Labour’s recent survey
 and comparable international research. 
The Department of Labour’s 2008 survey showed small improvements in the provision of most flexible work options since its 2005-06 survey. The most widely available options are the ability to occasionally start or finish at flexible times (89%), flexible break times (81%), part-time work (78%) and unpaid leave (77%). 
Flexibility varies by industry sector and organisation size. Smaller organisations are more likely to provide all staff with flexible work options than larger organisations, many of which say flexibility is only available to some staff. This is likely to be due to the larger variety of roles and working environments in larger organisations.
The majority of respondents to the Department of Labour’s 2008 survey are supportive of flexible working arrangements (68%), but the ability to generalise these findings to all workplaces in New Zealand is limited by the low response rate, with just 29% of a random sample of employers responding. More than half of respondents say that flexible work practices have a positive effect on the workplace. A total of 10% said they have a negative impact. 
The Families Commission
 undertook research into parents’ work-life balance in 2008 through a telephone survey of 1000 parents, as well as focus groups and case studies with families.  While the results cannot be generalised to all New Zealand families, the key findings emerging from this comprehensive study are that having access to flexible work arrangements has a range of positive impacts on families, including more opportunities for families to spend quality time together, enabling family members to meet their care responsibilities while participating in paid work, and reducing stress. 
This study also finds that the flexibility to work from home can sometimes have negative outcomes for parents in paid work and their families – for example, through extending the working day. However, this point is qualified by respondents who experience these negative impacts, saying that overall, the benefits of their arrangements outweigh any disadvantages. This study also finds, as in the Department of Labour surveys referred to above, that most parents are able to take time off occasionally to attend special events with their children, and pick up and drop off children.  
The Families Commission research finds that many parents believe that flexibility in the workplace involves a drop in income, which they cannot afford. In addition, women are more likely than men to say they do not have access to the type of flexible work arrangements they need. Coping with paid work and school holidays is a problem for many parents, although they recognise the difficulties employers could face trying to accommodate their needs. 
Employers and employees see flexible work as a give-and-take arrangement which signifies a healthy and trusting relationship. Barriers to using flexible work options are workplace cultures which do not support them, believing that only certain categories of employees with valuable skills have access, and that such arrangements would not be possible in some industries or positions.
In 2007, the EEO Trust carried out a pilot study
 of 880 employees working in 15 workplaces across a range of industry sectors to explore the links between work-life balance, workplace culture and employee engagement or discretionary effort. While the results cannot be generalised to the wider population, they showed strong relationships between employees’ perceptions of whether the culture in their workplace supports work-life balance and their self-rated level of engagement and discretionary effort. The direct links between the provision of work-life initiatives and employee engagement/discretionary effort were less strong, confirming the importance of a workplace’s work-life culture as the intervening factor. 
The 2006 Quality of Life Survey
 also included a question on satisfaction with work-life balance. Three-quarters of employed New Zealanders said they were happy with their work-life balance. Men in full-time work (74%) were more satisfied than women (67%). Those aged 25-49, the main child-rearing ages, were less satisfied than those in other age groups, but most of them (71%) were satisfied. Those aged 65+ were most satisfied (84%). 
While this level of satisfaction with work-life balance seems high, an Australian survey in 2007
 had similar outcomes, and a 2006 UK survey
 found 87% satisfaction.
An analysis of provision for flexible work arrangements in employment contracts for New Zealand workers carried out by the Industrial Relations Centre at Victoria University
 found that the ability to request extended unpaid leave and flexible hours were the most likely arrangements to be included in employment contracts at 38% and 26% of contracts respectively. The ability to request job-sharing was included in only 5% of contracts, and to change between full-time and part-time work in 3%. Working from home and teleworking were not mentioned in any contracts. Almost all (95%) of employees covered by the contracts examined in this study were entitled to domestic leave, but for 90% this was from unused sick leave.
A 2007 Robert Half survey of finance and accounting staff reported in the New Zealand Herald
 found that the most important factors in choosing between two jobs with the same pay were work-life balance, flexible hours and the ability to work from home.  From the employers’ perspective, a 2007 Hudson report
 found that flexible work options were considered to be a compelling retention initiative. 
Legislation for flexible work arrangements

As mentioned above, new legislation offering workers with caring responsibilities the right to request flexible work arrangements came into effect on July 1, 2008. Employees can request to work from home, work compressed hours, or change their start and finish times if they have worked for the same employer for at least the previous six months. The employer is required to seriously consider the employee's request and can refuse it under a number of grounds related to business needs.
In the UK, which introduced similar legislation in 2003, a 2007 study of more than 2000 employees found that 56% of employees had worked flexibly in the past 12 months
.
Another UK study
 of seven organisations over a two-year period showed a positive relationship between flexible working and individual performance, organisational commitment and job satisfaction. The study noted the importance of providing training in managing flexible working arrangements and reviewing human resources policies, which have usually been designed around full-time employees. 
The New Zealand workforce – trends and developments

Gender and family
Women’s participation in the labour force continues to rise – from 54% in 1994 to 62% in 2007. Men’s participation has remained stable at around 75%
.  
The growth in female labour-force participation has occurred in two age groups: 25-34 and 50+, that is, those with young children, or delaying having children, and older workers whose caring responsibilities for their children have decreased although they may care for elderly parents. This older group is also increasingly likely to comprise single women who depend on their own income to provide for their retirement, as well as those who wish to continue to work but may want more leisure time as well.
Age

Growth of the 45+ age group has been the main contributor to increases in the labour force during the past 10 years
, particularly in the 65+ age group. There has also been a large decline in the number of 18-24 year olds in the labour force, as they are remaining in education and training for longer.

The growth in the number of older workers is dominated by women and is double their rate of growth in the population. That is, not only is this group increasing in numbers, their participation in paid employment is increasing compared with previous generations of women in that age group. While there is also growth in the labour-force participation of older men, it is less pronounced than for women.
It is clear that many older workers want or need full-time employment, but our research indicates that a large proportion also wants greater flexibility in relation to when and how they work.
Multicultural workforce

The New Zealand workforce is increasingly multicultural, with the fastest-growing categories being Asian and the newly recorded category of MELAA (Middle Eastern/Latin American/African) which make up the majority of those in the “Other” ethnicity category. The Household Labour Force Survey
 puts the European portion of the labour force at 75% in 2007, down from 80% in 2001, Māori stable at 10% and Pacific peoples at 4.5%, with other ethnicities at 11%, up from 6% in 2001.
Net migration is slowing but is still positive, that is, there are more people moving into the country to live than leaving permanently. The UK and Australia continue to be the main source of arrivals, which include returning New Zealand nationals. The next highest source countries are China, India, Japan, the US, Korea and South Africa. There is therefore an increasing need to accommodate the work-life needs of workers with different cultural and lifestyle needs.

Disability

According to the 2006 New Zealand Disability Survey
, 40% of disabled adults who are living in a household rather than an institution are employed, compared with 70% of adults without a disability. The most common types of disability are physical/mobility and sensory (hearing and sight). More than a third of disabled people (37%) have low support needs and another 47% medium support needs. 
The EEO Trust’s 2005 research
 on the aspirations and experiences of disabled people showed that flexible hours are one of the main factors assisting them to participate fully in paid work. Our research also indicated a need for a one-stop on-line portal for employers wanting to access information on employing disabled people. The recently established Employers’ Disability Network will help meet this need
.
International developments in work-life balance
A common theme of recent overseas literature and research is the need to combine policy or legislation related to work-life balance with changes in the culture of the workplace. Managers play a critical role in bringing about that change.
United Kingdom
Since UK employees with caring responsibilities were given the right to request flexible hours in 2003, there has been an increase in the availability and uptake of flexible working arrangements
. More than 90% of employers say they would consider flexible working requests from any employee, not just those with caring responsibilities, as covered by the legislation. The number of managers actively promoting flexible working has increased, and only 9% of employers had turned down requests in the previous 12 months. While most employers in this study had positive attitudes towards work-life balance and its benefits, they also expressed the need for business requirements to come first, and said that it was not always easy to meet the needs of employees and the business.

While flexible working legislation applies only to employees with caring responsibilities in the UK and New Zealand, in the Netherlands and Germany it applies to all employees
. Employees in these countries can also request an increase in hours from part-time to full-time. Around 60-69% of requests in the UK and the Netherlands were accepted completely, and a further 10-12% partly accepted. Employees in the Netherlands were twice as likely to make a request as those in the UK. 
Another UK publication
 which considers the roles of policy and workplace culture in improving work-life balance concludes that while a supportive policy environment is necessary for individuals to be able to achieve work-life balance, it is not enough on its own to bring about the changes needed. It says that widespread change requires challenging existing working practices, structures and cultures at a collective and systemic level. 
Despite improvements in the UK since the introduction of the right to request reduced hours, the UK Equalities Review
 found that women with children continue to be disadvantaged in employment compared to fathers and single women.

An Opportunity Now 2007
 report on best-practice organisations for gender equality implementation and culture identified that measurement of the impact of work-life balance strategies on organisational performance was critical to an integrated, ongoing diversity strategy.

Australia

Closing the gap between policy and practice was also a focus of the 2008 EEONA
 report on diversity and flexibility in Australia, with managerial capability the critical component. There is still a lack of measurement of effectiveness of work-life measures in Australian workplaces. In addition, only 30% of managers in the EEONA study are held accountable for diversity outcomes. The key factor identified as differentiating organisations which are effectively implementing flexibility form those which are not is the extent to which managers (as well as employees) are able to access flexibility.  
Other key findings from this latest EEONA study are a shift towards integrating diversity programmes into core business activities, and a broadening of work-life initiatives to include issues related to age.
The 2007 Australian Managing Work Life Balance International study
 focused on the differences between the 25% of responding organisations with the most initiatives and the highest level of implementation, that is, best practice organisations, compared with the bottom 25%, or early-stage organisations. The best practice organisations had higher levels of staff retention, reduced absenteeism, improved customer service/client delivery and were more likely to believe work-life initiatives had a positive effect on productivity.  
In terms of implementation, the main area where best practice organisations differed from others was the support of leaders for a positive work-life culture. Australian best practice organisations are also highly likely (84%) to provide managers with the skills needed to manage work-life and flexibility issues and provide guidelines and decision-making criteria for implementing and negotiating flexible work arrangements (89%). 
Culture change in best practice organisations has been identified as being achieved through:

· Linking work-life issues with organisational needs

· Having senior managers champion the strategy
· Communicating policies and programmes that support the change process

· Focusing on performance rather than time spent at work

· Making the strategy inclusive by providing a broad range of initiatives that are appropriate for the diverse workforce

· Encouraging supervisors to be supportive of employees and to find solutions to issues that work for the employee and the organisation.

A 2007 Australian study
 found a connection between long hours (45 or more a week) and poorer work-life outcomes. An earlier Australian study
 found that almost half of those who work 40-50 hours a week and who think that is unreasonable intend to leave their employer. Another notable finding was that men with children were more likely to report dissatisfaction with their work-life balance than men without children, or women. 
A 2008 study
 found that the strongest predictors of poor work-life interaction were an unsupportive organisational culture and work overload. Organisational culture included perceptions of: 
· The extent to which supervisors accommodate personal and family needs 
· Active support given to employees in addressing work-life conflict 
· Whether the workplace prioritises work over personal and family life
An Australian taskforce
 on combining paid work with caring for adults found that carers are much less likely to participate in the paid workforce, particularly at a level commensurate with their skills and qualifications.  Greater workplace flexibility was found to be critical to managing this issue, along with service provision and legislation.

The survey

The second EEO Trust Work-Life Survey was carried out in May and June 2008. Surveys were sent to all 411 EEO Employers Group members, 343 employing more than 10 people and 68 employing 10 or fewer people.  A total of 234 completed surveys were returned, 57% overall, and 60% of the larger employees. Response rates were much higher from the public sector (71%) than the private sector (37%). Because of a lower response rate than previously, we could say that this is a self-selected group of employers who are interested in work-life issues.

Flexibility

This year’s Work-Life Survey included a number of questions on flexible work practices and preparation for the new flexible working legislation introduced on July 1. The EEO Trust Work-Life Survey found strong workplace support for flexible working with the majority of respondents (78%) describing the current climate in their organisation as supportive (49%) or very supportive (29%) of flexible working. Only 2% were unsupportive, with the rest neutral (20%).  This is higher than the findings of the Department of Labour’s 2008 national survey of employers
 where a total of 68% were supportive (32% very supportive) and 8% were not supportive.
Figure 1:
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Comments on organisational climate towards flexible working largely reflect positive attitudes, balanced by a recognition of business needs. For example, one respondent said, “All arrangements are made on an individual basis. Full consideration is given to individuals’ circumstances and the work requirements.”
Another said, “We try to accommodate the requests of most of our employees, although it is important that the quality of work and the standard of service to our clients is not adversely affected. In general, the company is very supportive.”


Respondents said that difficulties arise when the nature of the work – customer service and/or 24/7 operation – made it difficult to provide flexibility. Organisations in this category include call centres, schools and early childhood centres, supermarkets, manufacturing and the military.
For example, one respondent said their workplace has “considerable flexibility in some areas, but limited in others depending on the nature of the work. However, overall, there is a commitment to recognising different needs and ways are found to support staff as appropriate.”


Another said that as a customer-facing organisation, “it is difficult to provide the degree of flexibility that some staff request. Some of the roles within the organisation are more suitable for job share/flexible arrangements than others.”

Others noted that flexible working was embedded in their organisational culture at all levels. For example: “Multiple policies and operational procedures have been designed and integrated into the company to assist the team in maintaining a healthy work-life balance while not compromising the service to our customers.”

Half of the respondents to the Work-Life Survey monitor how many staff request or use flexible work options, and most of these respondents said that less than half their staff members currently use flexible work options. More than a third (37%) said that less than 10% of staff use flexible work options, and 45% said 10-50% do.
Both monitoring of the use of flexible work options and the actual use of flexible work options are less common in the public sector than the private sector. 
Just over a third (36%) of respondents currently have formal or informal procedures to help staff and managers apply for or flexible working arrangements, or respond to such requests, and another 41% plan to introduce such procedures in the next few months. Only 23% have neither procedures nor  plans to introduce them.
Table 1: 
Preparation and support for new flexible working legislation

	
	Yes, currently have
	Plan to introduce in next few months
	No

	Have formal (written) or informal procedures to help staff and managers apply for or respond to requests for flexible working arrangements
	36%
	41%
	23%

	Have training or other support to help managers meet the requirements of the new legislation
	22%
	41%
	36%


The main ways of communicating these procedures to managers and staff are through intranets, meetings, email, magazines or newsletters, and written policies.  
Fewer organisations (22%) provide training or other support to help managers meet the requirements of the new flexible working legislation, with another 41% planning to introduce such support in the next few months. Just over a third (36%) have no such training or support, nor any plans to introduce it in the next few months.  Responses from the public, private and not-for-profit sectors were similar on this issue.
International comparisons
In Australia, 44% of employers have published guidelines and decision-making criteria for implementing and negotiating flexible work arrangements (89% of best practice organisations).
 
Policies/strategies

Three-quarters of respondents to the EEO Trust survey have a policy or strategy endorsing work-life balance, and of these organisations, three-quarters say it is integrated into their organisation’s strategic objectives. This is a large increase in the integration of a work-life focus into core business strategy since the 2006 survey (52%), much larger than the five-point increase in having a policy/strategy, and is thus likely to represent a real increase that is not just a factor of survey response rates.
Table 2:
Use of work-life policy or strategy

	
	EEO EG members
	Public
	Private
	Not for profit

	Have a policy/strategy endorsing work-life balance
	75
	77
	69
	82

	Policy/strategy integrated into core business objectives
	75
	78
	76
	63


While the private sector still lags behind the public sector in having work-life strategies, private organisations that do have a policy or strategy are just as likely as public-sector employers to integrate it into their core business objectives.
The not-for-profit sector has made the greatest gains in having a work-life policy or strategy, and now leads the other sectors. But the strategies are less likely to be integrated into core business objectives.

Implementation

Research shows that a series of steps are critical to successfully implementing work-life policies or strategies. These are: 

· Demonstrated commitment by senior management

· A written action plan

· Communication of the policy or strategy throughout the organisation 

· Training managers in work-life initiatives and making them accountable for their implementation 

· Measuring the implementation and its outcomes, such as uptake of work-life initiatives.

A total of 94% of respondents reported that senior management demonstrate commitment to work-life balance in some way, for example, by: 

· Role-modelling of work-life balance (58%)

· Providing resources for someone to manage and monitor work-life issues (42%) 

· Providing resources for work-life awareness training (22%).
· Other (17%), which included having a policy allowing flexible work, encouraging staff to have work-life balance, communications about the value of work-life balance, and providing a guide for managers on work-life balance. For one organisation, work-life balance was a competency for managers and staff.

A total of 21% of respondents provide training in work-life issues for managers and 15 % said accountability for work-life balance is built into managers’ performance contracts. 

Figure 2:
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The implementation of work-life policies or strategies has still not progressed far beyond senior management commitment, even amongst these employers which have a strong interest in work-life issues. We found low provision of resources for implementing work-life initiatives, and little focus on role-modelling and communicating the value of work-life balance. There have been some improvements in having a written action plan and training for managers, but no apparent shift in the proportion of employers holding managers accountable for work-life measures. 
The private sector respondents were more likely than those from the public sector to have a written action plan (35%), make managers accountable (18%) and have senior managers role-modelling good work-life balance (63% compared to 54% in the public sector). However, as fewer than half of the EEO Trust’s private-sector members responded to the survey, their responses cannot be generalised. 
How we compare
A similar 94% of Australian organisations report that managers/leaders actively support action to build a culture where work-life balance is valued, but managers/leaders in the Australian study
 (which had a similar number of respondents as the EEO Trust Work-Life Survey) are more than twice as likely as those in the EEO Trust study to be held accountable for managing work-life issues in their work area (41% compared with 18% for New Zealand). This is an increase from 32% in the 2006 Australian survey, indicating Australian organisations are making faster progress on management accountability than their New Zealand counterparts.
Communication
A range of methods are used to communicate work-life balance policies or strategies, with 85% of organisations using at least one form of communication. The most common was during staff induction (59%), followed by a written policy (54%), an intranet (48%) and staff meetings (46%). Since 2006, there has been an increase in more formal means of communicating work-life policies, with the use of written policies up from 39% to over half, and inclusion in staff contracts up from 19% to 24%. The use of intranets has also increased. 
A total of 14% of respondents mentioned a range of other ways of communicating their work-life policies. The most common were through organisational values or culture, and during the recruitment process.

Measurement of needs and effectiveness
While 71% of respondents indicated they measured the uptake of work-life initiatives by staff, measurement of the actual effectiveness of work-life initiatives was low, at only 22%.  
There has been an increase in the proportion of organisations assessing employees’ work-life situation, but the numbers still remain low. More than a quarter of respondents (29%) are using surveys to find out about work-life needs, up slightly since 2006. A third of respondents said they know how many of their workers have dependent care responsibilities. More respondents now survey staff awareness of work-life issues, up from 20% in 2006 to 28% in 2008. Surveys are still more likely to be used to measure staff satisfaction (66%) and engagement (60%). 
How we compare

The 2006 Australian survey
 found that a third of respondents identified employee needs through an in-depth work-life questionnaire (48% of best practice organisations); and 72% gathered data to evaluate their work-life efforts (82% of best practice organisations).

Why workplaces support work-life balance

Recruitment and retention issues remain the main drivers for work-life balance initiatives.
The main change since 2006 has been an increase in the relative importance of social responsibility and a corresponding decline in improving productivity as reasons for supporting work-life balance. Social responsibility and productivity were both more important in the public sector than the private sector.

Figure 3:
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How we compare

In Australia
, as in New Zealand, attracting talent and retaining staff are the main motivations for work-life efforts, followed by increasing productivity.

Initiatives
Figure 4:
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Flexible working hours is the main flexibility provision being offered, with nearly all the organisations which completed the survey offering flexible hours to some staff. But only around half of them offered flexible hours to all staff. 
Almost as many offered the ability to occasionally work from another location, such as home, but very few organisations offered this to all staff.

For those organisations involved in shift work, a high level of flexibility was available to at least some shift workers (83%). But only 21% offered some flexibility to all shift workers.

Job-sharing and part-time work at senior levels were the least available flexible work provisions, at just over 60% of responding organisations. Less than 10% make these options available to all staff.
Comparison with national survey

The EEO Trust Employers Group members responding to this survey are much more likely to offer flexible work options than respondents to the Department of Labour’s national random sample survey
. The national survey included a much higher proportion of small organisations, which affected the comparison on a number of items. Regularly having flexible start and finish times, choosing your own breaks, flexibility in choosing when to work, job-sharing and buying additional leave for reduced pay are all comparable in that they are not affected by the different proportions of small organisations in the two studies. 
In summary, this comparison, presented in Table 3, shows the EEO Employers Group respondents are much more likely to offer flexible start and finish times on a regular basis, the flexibility for people to choose their own breaks and when they work (e.g. compressed weeks, term-time working and annualised hours), job-sharing options and the ability to buy additional leave for reduced pay. They are also more likely to offer the other provisions listed in Table 3. 
Table 3:
 % of organisations where flexible work options are not available to any staff
	 
	EEO Trust members

%
	National sample (DoL)
%

	Flexible start and finish times on a regular basis
	4
	36

	Flexibility to choose own breaks
	3
	19

	Flexibility in choosing when to work
	24
	46

	Job sharing
	32
	51

	Buying additional leave in exchange for reduced pay
	58
	78

	Occasionally working from another location such as home*
	5*
	45*

	Regularly working from another location such as home
	24*
	63*

	Study leave
	3*
	31*

	Sabbatical leave
	22*
	59*


International comparison

EEO Trust members were more likely than the best practice organisations responding to the 2006 Australian survey
 to be offering:

· Flexible start and finish times (96% compared with 66%) 
· Flexible hours (98% compared with 55%)
· Working from home occasionally (95% compared with 38%)
· Job-sharing (64% compared with 48%)
· Study leave (96% compared with 81%) 
· Career break/sabbatical (73% compared with 60%). 
It should be noted that Australian organisations tend to be much larger than New Zealand organisations.
A UK representative sample survey in 2007
 found that 55% of organisations offered flexitime, which compares with 36% in the Department of Labour national sample survey reported in Table 3 above. This was an increase from 38% in the UK prior to the introduction of flexible working legislation there. Job-sharing had also increased in the UK, from 39% in 2003 to 59% in 2007. 
Figure 5:
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The EEO Trust Work-Life Survey results shown above indicate that while support for people caring for friends or family is available in most of the organisations surveyed, it is not available to all staff in those organisations, and it is not available at all in some organisations.
Fewer than half the responding organisations welcome the children of all staff in the workplace occasionally. Fewer than half have a breastfeeding room or area available to staff, and 60% have a fridge available for storing breast-milk. Help with childcare and out-of-school care is available in a minority of organisations, from 8% for an after-school care programme or subsidy, to 16% for school holiday programme or subsidy.
Some organisations noted that the dangerous nature of their workplace precludes having children on site. One organisation provides a database of after-school programmes.  

International comparison

Findings from a UK survey
 show a similar level of support with childcare: 11% of employers provided financial help with childcare, 3% provided childcare, 1% provided help with childcare during school holidays and 1% provided information about the provision of childcare.
Figure 6:
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Special leave (paid or unpaid) over standard entitlements, and study leave are reasonably common, being available to some staff in nearly all the organisations surveyed, and all staff in two-thirds of the organisations. Sabbatical leave is less common and more likely to be only available to some staff. Buying additional leave in exchange for reduced pay is the least common form of special leave initiatives, available in one-third of respondent organisations.
Change over time
Figure 7:
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Provision of flexible work hours and location, such as working from home, continues to be the main work-life initiative and has become increasingly available since 2002. Flexible work hours are now available in nearly all the workplaces taking part in the EEO Trust survey. The ability to work in different locations has shown a large increase, now being available for at least some staff in most workplaces completing the survey.
Workplaces are nearly twice as likely to be providing information on work-life balance to their staff as they were in 2002 (up to 77% from 40%).

The main area of growth is in the provision of facilities to support breastfeeding mothers. While some of this increase may be due to a change in how the question was worded between 2004 and 2006, there is still a marked improvement between 2006 and 2008. A total of 60% of organisations completing the EEO Trust Work-Life Survey have a fridge available for storing breast milk, compared with just over 10% in 2002 and 47% in 2004. In addition, 43% have a room or area for breastfeeding, up from 18% in 2002 and 34% in 2004. These numbers are likely to continue to increase with the introduction of legislation to support breastfeeding mothers at work, effective from April 2009.
Figure 8:
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Health and wellness
More than two-thirds of the respondents (69%) have health and wellness programmes, up from 55% in 2006. There was no difference between the public and private sectors, whereas in 2006 the private sector was well behind. This difference is most likely due to the smaller proportion of private sector members completing the survey this year, and those that did so being the more active supporters of work-life initiatives.
Our findings are similar to Australia, where 60% of organisations offered health and wellbeing initiatives in 2006, up to 71% in 2007.

New initiatives 

The main categories of work-life initiatives introduced by respondents in the last two years are flexible working options, especially remote working; health and wellness initiatives, various types of leave, and family-oriented provisions.

Respondents provided some examples of their increasing emphasis on flexible working practices, including: 
· Raising awareness of its availability 
· Formalising it in collective agreements/employment contracts 
· Providing a template for applying for flexible arrangements 
· Having a policy on core hours and discretionary hours
· Being more aware of total hours worked and encouraging staff not to work long hours
· Establishing a working party on job-sharing.

New initiatives introduced in the health and wellness area included subsidies for health insurance, medical check-ups and paying employees’ gym fees.
Of the new leave initiatives, purchasing extra leave was the most common of the various types of leave offered. For example, respondents said they had introduced as a “four-for-five” scheme which enables employees to work for four years on 80% of their pay and then take one paid year off. There were also compressed working options such as 19 days per month or four-day weeks, extended leave without pay, and study leave.

New family-oriented provisions included special leave for families and carers, a booklet for parents on provisions, unlimited phone calls to family when travelling out of town, more flexible and supportive parental leave, network meetings for staff returning from parental leave, a child feeding room and staff and family events. 
Parental leave

A third of the respondents offered extra paid parental leave in addition to the 14 weeks’ statutory Government-funded paid leave. This was slightly less common in the not-for-profit sector, at 25%. Most of those organisations offering additional paid leave also offer parental leave to the partner of the parent taking parental leave. 
The most common period of extra paid parental leave is six weeks. Some employers make the payment dependent on the employee returning to work for a specified period, most commonly six months. Another way of supporting parents is to top up the statutory paid parental leave amount of $407.36 (per week, before tax at 1 July 2008) for the 14-week statutory period. In some organisations, the amount of extra paid leave depends on length of service. Some offer 10 days or a week of paid leave prior to the birth of a baby, and a few offer a week or 10 days’ paid leave for the partner of a parent on paid parental leave.
Three-quarters of the respondents to this year’s EEO Trust Work-Life Survey know how many people in their organisations returned to work after parental leave. A third of these reported that more than 90% of parents who took parental leave returned to work. Two-thirds reported that more 70% returned to work. Only 20% of organisations reported a return rate of less than 50%. 

Return rates are higher in the public sector than the private sector, as can be seen in Table 4. While both sectors had similar numbers reporting either very high return rates (over 90%) or very low return rates (less than 50%), public sector organisations were much more likely to report return rates from 71-90% (41% compared with 28% of private sector organisations).

Table 4:
Return rate from parental leave, by sector
	Return rate
	Total
	Public
	Private
	Not for profit

	Number =
	(154)
	(70)
	(61)
	(23)

	
	%

	Over 90% 
	33
	33
	28
	44

	71-90
	31
	41
	28
	9

	50-70
	25
	16
	36
	22

	Under 50%
	12
	10
	8
	26


About half the respondents said their parental leave return rate for the last 12 months was the same as previously, and 10% said that it had improved. Only 2% said it was worse, but over a third (37%) could not say whether it had changed.
Two-thirds of respondents ask staff members who do not return from parental leave the reasons for their decision. This was more common in the private and not-for-profit sectors at 75%, compared with 56% of public sector organisations. Reasons for not returning from parental leave largely relate to preferring to be a full-time mother, with fewer people citing other issues.
Table 5:
Reasons given for not returning from parental leave - % of reasons
	Preference/choice to be full-time mother - general
	29%

	Want to/enjoy spend time with child
	11%

	Lack of part-time or remote working options
	6%

	Career/job change
	6%

	Location change
	6%

	Needs of child/family
	6%

	Change in priorities/family over work
	4%

	Cannot bear to leave child
	4%

	Childcare issues - general

 
	4%

	Lack of suitable childcare
	3%

	Childcare cost too high

	2%

	Not financially worthwhile after cost of childcare
	2%

	Childcare hours do not fit shift work
	1%


A large majority of organisations (87%) keep in touch with staff while they are on parental leave, but only a third ask staff whether they want to be kept in touch while they are on leave. The public sector is less likely to keep in touch: 83% compared with 91% for the private and not-for-profit sectors.
How do we compare

A total of 15% of UK organisations pay more than the statutory minimum maternity pay
 and 15% of Australian organisations
 reported an increased return rate from parental leave (23% of best practice organisations).
A UK study
 found that the two main reasons some mothers choose to not work more than 16 hours a week were wanting to be with their children (56%) and the cost of childcare (12%). These are almost identical to the proportions and reasons given by New Zealand women who do not return to work after parental leave.

Outcomes and effectiveness

Although only 21% of respondents formally measure the outcomes of their work-life practices, 84% judged their work-life practices to be effective, with 21% believing them to be very effective. Only 2% did not believe they were effective. The remainder did not respond or found the question not applicable.
Staff surveys are commonly used to measure the effectiveness of work-life measures.  Mostly these are general staff satisfaction or attitude surveys, but a few organisations use annual workplace culture or climate surveys and two use work-life surveys. 
The next most frequently-used means of assessing effectiveness was a more informal qualitative approach through group or one-on-one discussions about how arrangements are working, what people’s needs are, and suggestions for improvements.  More formal discussions such as exit interviews and performance reviews are also used to assess the effectiveness of work-life policies and initiatives.
A range of HR statistics are also used, including uptake of initiatives, staff retention, absenteeism and sickness leave, and return from parental leave.
The main reasons that respondents said they did not measure the effectiveness of work-life measures were:

· Lack of commitment from senior management, including lack of resources for data collection and evaluation and being a low priority

· Not having a formal policy or set of initiatives to measure yet: that is, lack of implementation

· Inadequate data or systems to capture the necessary information and not knowing how to measure it

· Not needing formal measurement because the organisation is small and can informally assess effectiveness.  
Some respondents said they did not formally measure the effectiveness of their work-life programme or policy, but could make positive links. For example, one said that it was “difficult to quantify at present. However, we can draw correlations between turnover dropping and the implementation of our wellness and flexible work-life package that is used as a tool for attraction and retention of staff”.
Said another, “Our work-life initiatives are part and parcel of working here, not specific programmes as such. We have noted an enthusiastic response to our new walking-at-lunchtime programme. Our low turnover rate is, I think, a good indication of staff appreciation of our flexible working conditions.”
How we compare

The level of evaluation of the effectiveness of work-life strategies is similar in Australia, at 22% of the organisations surveyed. However, 76% of best practice organisations identified in the Australian survey do measure the return on investment in their work-life strategies
.
Examples of effectiveness
Two-thirds of respondents gave examples of how their work-life initiatives benefited their organisations, with attraction of talented staff and staff retention the two main benefits.

One respondent said, “We are able to retain and attract great talent. In an industry with a 40% turnover, ours is 6%.”
Said another, “Reputation as having good work-life balance means attraction of skilled candidates for vacancies.”
Others said that flexible work options enabled them to retain the knowledge and experience of older people as they make the transition to retirement. For example, said one, “We have 14 staff in transition to retirement. This has meant highly skilled and qualified staff staying longer and being more productive.”
Others mentioned improved retention through graduated return from paid parental leave. 
Other work-life initiatives, such as part-time work, helped attract highly experienced women to senior roles, and other respondents mentioned increased employee engagement and job satisfaction.
For example, one said, “Our flexible working arrangements meet staff needs and have been important for retaining staff and building staff engagement”. Another said, “Employees who feel that they have work-life balance are more engaged with the organisation.”
One respondent working in the health sector mentioned the challenges of recruiting specialist nurses into palliative care roles, and the importance of flexible working arrangements as a recruitment strategy. 
Remote working was also cited by many respondents as important in building productivity and engagement. For example, one said, “Our staff have remote access to our IT network, so if they want to leave early for family-type commitments, they can do that and can carry on from home later if needed.”
Outcomes

Uptake of work-life initiatives

A third of respondents said that the uptake of work-life initiatives had increased in the last 12 months, compared to the previous 12 months. More than a third (38%) said there had been no change and almost a third (29%) did not know if there had been any change. Of those organisations that did know, just under half (45%) reported an increase, with 55% remaining the same. The public sector was slightly less likely to report an increase.

Organisations that had a work-life strategy or policy were more likely to report increased uptake of work-life initiatives, as seen in Figure 9. Almost half (48%) of those with a policy said uptake had increased in the past 12 months compared with less than a third (31%) of those without. 
Figure 9:
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Staff turnover

Two-thirds of respondents to this year’s Work-Life Survey reported lower turnover than the New Zealand average of 17%
.

Further analysis shows that low turnover amongst our respondents is associated with having a work-life policy or strategy (as shown in the graph above). Those with a work-life policy/strategy were more likely to report low turnover (less than 12% of staff in the past year) and less likely to have a turnover of over 17% than those without a policy.
Fewer than 10% of respondents were unable to say if there had been any change in their staff turnover in the past 12 months. Of those that did know, they were fairly evenly split three ways between an increase, a decrease and no change.

Interestingly, the organisations that provided more than the statutory 14 weeks’ paid parental leave were more likely to report high numbers of people returning to work after parental leave. 
Absenteeism

Almost a third of respondents did not know whether their absenteeism rate had changed over the past 12 months. Of those that did know, the majority (66%) reported no change, with 19% reporting a decrease and 14% an increase. The public-sector respondents were less likely to know if absenteeism rates had changed.

Time off for injury

Almost a quarter of respondents did not know if time off for injury had changed over the last 12 months. Again, this was higher for the public sector. Of those who did know, the majority (54%) reported no change, with a third reporting a decline and only 13% reporting an increase.
Analysis showed that reduced levels of time off for injury are linked to having a health and wellness programme.

Figure 10:
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Barriers encountered in implementing work-life initiatives

The main barriers respondents encountered in implementing work-life initiatives were the nature of work in some areas, meeting the needs of the organisation and the employee, and equity for all staff. 
Very few respondents believed that unsupportive management or costs prevented the implementation of work-life initiatives.
Figure 11:
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Emerging issues
By far and away the most mentioned emerging issue was the ageing workforce followed by caring for elderly dependants. Other key issues were the challenges of employing young people, implementing flexibility, cultural diversity and working from home. 

Specific issues relating to an ageing workforce included attraction and retention, skills shortages, health and performance issues, training, reduced hours and individual plans for retirement transitions, and caring for elderly relatives and grandchildren.
Respondents also mentioned some specific concerns around flexibility, including: 

· The challenges facing 24/7 service operations
· The need for individualised flexibility options 
· Flexibility for people who do not care for dependants
· The needs of dual-income parents
· The needs of new migrants who have elderly parents in another country.

Issues associated with working from home include health and safety, provision of technology, and security. For example, one respondent talked of “the growing wish to work from home, especially as travel costs increase and pressure goes on business to reduce overheads by utilising working from home”.
Small organisations
In the EEO Trust Work-Life Survey, small organisations are defined as those employing fewer than 10 staff. In New Zealand, 78% of employers have fewer than 10 staff, and these small workplaces employ 24% of all workers
. Our survey for small organisations was a modified version of the survey for larger organisations. 
Sample details

The EEO Trust has 68 members that employ fewer than 10 staff. Of these, 27 completed this year’s Work-Life Survey (40%). Most are in the private sector (63%) and more than a third operate in the business and property services area, with the rest spread over education, health and community services, transport and communications, and other areas. 
While the results below cannot be considered representative of all small businesses in New Zealand, they indicate what can be achieved by smaller employers that proactively support work-life balance.

Importance of work-life balance

Almost all (93%) of the small respondents actively endorse work-life balance.  As with the larger organisations, attraction and retention of staff are the main drivers, followed by improving productivity, social responsibility and reducing absenteeism.  The small organisations rated improving productivity and reducing absenteeism higher than the larger organisations did.

Commitment by owner/manager

Respondents said that the owner or manager demonstrated commitment to work-life balance by allowing flexible hours/time off when needed, and role-modelling good work-life balance. Other respondents gave other examples of owner/manager commitment, including making work-life balance a line item in the budget, discussing work-life balance in staff meetings, providing all staff with laptops so they can work from home when necessary, and scheduling projects around the time constraints of staff.
Effectiveness

Although just under a third of the small organisations surveyed formally measured the success of their work-life practices, all judged their work-life practices to be effective in achieving their desired outcomes, with 38% saying they were very effective.

The small businesses in this study use a range of formal and informal means to assess the effectiveness of their work-life approaches. Most prevalent was some form of discussion with staff in groups and one-on-one, as well as through performance reviews and exit interviews.
Examples of effectiveness

When asked for examples of how their organisation’s work-life practices had impacted on their productivity or profitability, responses fell into five main categories: reduced turnover or retention of staff was most frequently mentioned, followed by attracting and recruiting staff, return from parental leave and improved productivity which were all equally mentioned, followed by happy staff/improved morale.
One respondent wrote of difficulties in attracting and retaining staff in the not-for-profit sector. “Flexibility in work times and number of hours worked allows us to attract and retain employees of a much higher quality than we could otherwise.”
Another said that staff can focus on work “when they are here with the confidence that when and if something arises in their personal lives they will have the flexibility to prioritise. I believe that this has decreased staff turnover.”
Retention of senior staff after parental leave was a benefit for one small organisation, whose representative said, “Staff turnover is reduced and productivity is increased, as they can work from home and achieve their goals outside of standard working hours.”
Figure 12:
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Flexibility

Small organisations in this study were much more likely than large organisations to say they monitor how many staff request or use flexible work options (85% compared with 51% of larger organisations).  
Staff in smaller organisations were also more likely to be using flexible work options, with 61% of small organisations saying that more than half their staff were working flexibly, compared with only 13% of larger organisations.
But small organisations were less likely to say they had either formal or informal procedures to help staff and managers apply for, or respond to, requests for flexible working arrangements. 
Work-life initiatives

A few respondents commented that while they did not provide or offer some of the work-life initiatives listed, they would do so if staff needed them. This approach is summed up by this respondent: “A lot of these do not apply as we are a three-person organisation and we supply ourselves with what is required, as required, rather than have formal structures”.

Flexible working
While the flexible work options were similar in small and larger organisations, they were much more likely to be available to all staff in the smaller organisations. For example, for organisations where shift work is involved, 83% of small organisations were able to offer all staff input into their rosters or shifts, compared with only 21% of larger organisations.
Part-time work at senior levels was more likely to be available in smaller organisations (76% compared with 62% of larger organisations) but job-sharing was less likely (31% compared with 64%).

Family

The smaller organisations in this study were also more likely to offer family-friendly initiatives to all staff, rather than just some staff. For example, 71% said that children of all staff are welcome at work on occasions, compared with 43% of larger organisations.
Leave

Small organisations were less likely than the larger organisations to offer most of the leave options, and less likely to offer them to all staff. For example, only 39% offered sabbatical leave, compared with 73% of larger organisations. However, the smaller organisations were more likely to let staff trade pay for additional leave.
Other

Despite their size, 78% of the small respondents said they had initiatives to support employees’ health and wellness. An example of this is a wellbeing subsidy of $500 a year that staff can spend on health and wellness activities or items. Other respondents offered gym membership subsidies, an employee assistance programme, time out during the day to attend fitness activities, and on-site massage. One also provided half a day’s additional leave to a staff member with a chronic health issue to attend medical checks. 

A total of 80% of small respondents provided information on work-life balance, and almost all discouraged their employees from working long hours.
New initiatives

Half of the small organisations participating in the survey provided examples of new work-life initiatives introduced in the last two years. As with the larger organisations, these fell into two main categories – health and wellness and flexibility.  New flexible work options include working from home, provision of laptops and internet access from home, more part-time roles and flexible start and finish times. 

Other new initiatives were an extra week’s leave after two years’ service and additional paid leave to travel overseas for family needs.
Knowing what staff need

Small organisations mainly found out about their employees’ work-life issues through individual chats or in general conversation. Almost all the small organisations (96%) were aware of how many of their staff had dependent care responsibilities.
Barriers or problems implementing work-life initiatives
Figure 13:
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The small organisations reported different challenges in implementing work-life initiatives than the larger ones. While IT issues for staff wanting to work from home ranked equally for both groups, maintaining production/service and occupational safety issues involved in working from home were not an issue for most small organisations.  Small organisations rated meeting both organisational and employee needs, equity for all staff and the nature of work in some areas highly, but these were less important than in larger organisations. The cost of implementing work-life initiatives was not an issue for most organisations, regardless of their size.
Conclusions

This survey shows that EEO Employers Group members tend to be very supportive of flexible working arrangements. Our results compare well with Australia, but the UK does better, possibly due to the earlier introduction of legislation related to flexible working there. 
Overseas findings demonstrate the importance of a workplace culture which supports work-life balance and the critical role played by managers in creating such a culture. New Zealand organisations continue to lag in the area of training and accountability for management in implementing work-life policies or strategies, and in their monitoring and evaluation. There has been little improvement in these areas since 2006, while in Australia there has been marked growth in management accountability. Australian organisations are also more likely to evaluate their work-life practices.

Our survey showed little resistance to work-life arrangements from within organisations, but a need for tailored guidelines to support employers and managers in making such arrangements work successfully for the organisation and for employees.

The majority of respondents identified a range of benefits of their work-life practices. The survey showed links between work-life strategies and initiatives and better staff retention, better return rates from parental leave and reduced time off due to injury. 
Meeting the needs of an ageing workforce was identified in this survey as the main emerging work-life issue. In 2008, the EEO Trust was involved in a number of projects relating to employing older people. In two complementary research project it asked employers and recruitment consultants about their perceptions of older workers. (Available from www.eeotrust.org.nz/toolkits/index.cfm.) 

It also worked with the Human Rights Commission, the Retirement Commission, Business New Zealand, the Council of Trade Unions and the Canterbury Employers' Chamber of Commerce on a project to develop a guide to help employers make the most of mature staff. Valuing Experience: a practical guide to recruiting and retaining older workers provides tips for employers as well as information on older workers' rights and responsibilities. (Available from www.eeotrust.org.nz/content/docs/toolkits/Valuing%20experience.pdf.)
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