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Revisiting the “Virtues” of Information Technology-Dominated Work by Considering its Potential to 

Produce ‘Repetitive Brain Injury’ (RBI) 

 

Track: Organizational Studies 

 

Abstract  

Using the well-known Repetitive Strain Injury (RSI) as a metaphorical parallel, in this paper we introduce the 

concept of Repetitive Brain Injury (RBI) to sensitize managers as well as management scholars to potentially 

negative effects associated with the repetitive and controlling aspects of information technology (IT) dominated tasks 

that involve behavioral scripts for employees. Such behavioral scripts typically occur in service-intensive roles 

involving frequent telephone- and/or email-responses to customer-inquiries or complaints. In addition to explaining 

what the qualities that comprise RBI are, we identify its likely antecedents and consequences. We emphasize that 

RBI threatens to harm, both, organizations and their employees. As a result, we also identify strategies that seem 

likely to mitigate RBI’s onset, and thereby moderators of the relationship that more (versus less) behaviorally-

scripted IT-dominated tasks has with RBI. Such strategies, in turn, help us identify an agenda in need of future 

research.  
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Employees in the 21st century encounter computer-related work far more frequently than employees have 

done in previous decades (Bawden & Robinson, 2009; Garsten & Wulff, 2003; Turkle, 2011). For example, Garsten 

and Wulff describe contemporary employees as “people of the screen” due to the abundance of hours employees 

spend daily sitting at their desks using computer keyboards to perform their work, which requires cerebral capacity. 

This description is seen, similarly, in Bawden and Robinson’s (2009) observation that employees in the 21st century 

use information system more frequently relative to decades before, and this change can be accompanied by negative 

phenomenon such as loss of identity and work practices involved with micro-chunking of activities. More recently, 

Turkle (2011) noted that 21st century employees tend to be alienated and felt overwhelmed by technology. 

Cumulatively, these observations suggest that, relative to yesteryear, the interactions engaged in by 21st century 

employees do indeed more frequently entail technology-mediated communication.  

The dominance with which technology-mediated communications characterize employees’ lives has both 

positive and negative consequences. On the positive side, Ilies, Wilson, and Wagner (2009: 87) note that: “Modern 

technologies such as the Internet, cellular phone, Blackberry, iPhone, and other mobile communication devices have 

enabled employees and their family members to communicate with each other almost anywhere, anytime.”  The 24/7 

availability of IT has enabled the world to become “flat,” and thereby a more level playing-field for (small or large) 

businesses or organizations competing for customers, employees, investors, and other stakeholders whose support 

help to ensure organizations’ long-term viability (Friedman, 2006).  Another positive consequence of technology-

mediated communications is that they have enabled the emergence of new occupations (Kalleberg, 2009), such as 

web page design, multimedia specialist, global positioning systems related vocations, direct broadcast satellite 

technician, to name a few.  The enhancement of work-efficiency as well as institutional-wide memory are other 

positive consequences of IT, evidenced by the fact that nearly all modern offices rely on IT for their updated 

operations. As noted by Kumar and Berra-Fernandez (2007), positive IT-consequences tend to refer to the distance-

shrinking advantages of IT for employees who are dispersed across locations.  Additional positive consequences of 

technology-mediated communications have been identified by other management scholars too (e.g., Dewett & Jones, 

2001; Garsten & Wulff, 2003; Kumar & Becerra-Fernandez, 2007; Mitchell, 1995; Negroponte, 1995; Walden & 

http://www.sciencedirect.com/science?_ob=ArticleURL&_udi=B6V8S-4H6GPF0-1&_user=10&_rdoc=1&_fmt=&_orig=search&_sort=d&view=c&_acct=C000050221&_version=1&_urlVersion=0&_userid=10&md5=3a88f4450ef9baf458c26a4615fc0ce2%23vt2%23vt2


3 

Hoffman, 2007), the nature of which converge around the freedom and flexibility that IT enables employees to have 

regarding accessing others and being accessed and, thus, also, working near or far from one’s worksite.  

Yet, negative consequences of technology-mediated communications exist too. For example,  Ilies et al. 

(2009) note that the 24/7 availability of IT also makes work spillover into family-time and vice-versa more likely, 

increasing stress for employees who cope less well with the increased fuzziness of a work versus non-work 

boundary. Consistent with this view, other scholars have noted that the negative consequences of IT include 

heightened work overload and anxieties for employees for whom IT interrupts their “off-work” time (Bawden & 

Robinson, 2009).  One type of negative consequence that has been overlooked in the literature pertains to how 

information technology-mediated communications affect employees’ wellbeing on the job—that is, while employees 

are “on the clock” or at work.   

To narrow the scope of this inquiry, we focus on the effect of technology-mediated communications that are 

behaviourally-scripted on employees’ wellbeing. By “behaviourally-scripted” we refer to employees’ need to use 

technology (phone or email or other text-based channels) to answer questions or complaints in a consistent, hence 

standardized, way.  Examples of technology-dominated jobs requiring employees to rely on behavioural scripts 

include call center personnel, help-desk employees, customer complaint-handling employees, and employees who 

manage large volumes of questions and/or complaints that are nearly identical across their telephone- or email-

callers. Under these circumstances, standardized communications, sometimes in the form of “templates” are created 

and used routinely to efficiently and fairly answer the incessant number of inquiries or complaints received.  

The repetitive nature of behaviourally-scripted technology-mediated communications seems likely, we argue, 

to lead employees to suffer three consequences—namely: (1) emotional drain, (2) impaired creative thinking, and (3) 

withdrawal behaviors. We identify these consequences as indicators of “Repetitive Brain Injury,” (RBI) a term we 

use as a cognitive parallel to the term “Repetitive Strain Injury” that has been used by Guidotti (1992) and by Keller, 

Corbett, and Nichols (1998) to describe injuries associated with repetitive physical action.  

 

Purpose of this Paper 
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Although negative as well as positive consequences are associated with the dominance by which employees’ lives are 

now dominated by technology-mediated communications, management scholars have tended to glorify the impact of 

IT, and largely ignored the ‘dark side’ of it (Tarafdar, Gupta, & Turel, 2013). The overarching purpose of this paper 

is to sensitize managers as well as management scholars to the darker side of IT that also potentially exists and to 

strategies that can potentially mitigate IT’s potentially negative consequences. Toward this goal, we introduce the 

theoretical model shown in Figure 1 and review literature that justify the relationships depicted in our proposed 

model. We turn our attention next to the reasons why we posit that greater reliance on behaviourally-scripted 

technology-mediated communications is positively related to RBI—that is, to indicators of this which include high 

levels of emotional exhaustion for employees, low levels of creativity for employees, and high levels of employee 

withdrawal behaviors.discuss IT’s “controlling effect” on employees’ work routines. We identify how IT’s 

“controlling effect” on employees’ work routines is likely to affect the wellbeing of employees (e.g., strong 

managerial control, dictating scripts of behavior and communication) and, ultimately, their creativity and 

productivity. Second, we introduce a phenomenon we term “repetitive brain injury” (RBI) and explicate its meaning. 

Third, we developed a model comprised of a set of propositions to depict the factors that might lead to RBI and the 

anticipated outcomes of RBI as well as factors that might moderate these relationships. Fourth, we end by discussing 

the meaning of RBI to individuals and organizations, and identifying an agenda for future research that would 

empirically test the veracity of the relationships we posit in this paper.  

 

The effect of behaviorally-scripted technology-mediated communications: Why “RBI” would lead to negative 

results 

 Before we review literature leading us to propose RBI as a likely consequence of behaviourally-scripted 

technology-mediated communications, let us clarify what we mean by behavioral scripts and by “RBI.” 

Behavioral scripts are typically grounded in explicit guidelines for action (Gioia & Poole, 1984). The 

literature on social cognition (Abelson, 1976; 1981; Langer, 1978) considers scripts as providing ready-made 

prescriptions which minimize the active processing required from the employee. The concept of behavioral scripts 
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was first introduced by Schank and Abelson (1977). These behavioral scripts consist of sequences of behavioral 

events expected by an individual (Wright & Snell, 1998). They argue that the flexibility of organizations stems from 

the availability of a vast repertoire of behavioral scripts among employees. We question the issue of flexibility if the 

scripts are limited and reinforce repetition of controlled behaviors.  

 

Introducing “Repetitive Brain Injury”  

We posit that RBI is a phenomenon that occurs to people employed in work involving behaviorally-scripted, 

hence repetitive, cerebral activities of high complexity. The reason we describe such cerebral activity as high (not 

low) in complexity is because the behavioral scripts pertain to problem-solving, thus to activity that requires 

concentrated thinking. With regard to what we mean by “behavioral scripts,” many IT based jobs are easily lending 

themselves to being subjected to control mechanisms in the shape of scripts that inform and direct the employees 

about the ‘best way’ to respond to inquiries. Reliance on IT enables a highly regulated environment, restricting the 

freedom of employees to think and be creative, in which managerial control systems strictly dictate employees’ 

actions (Caplan & High, 2011). 

We use the term “RBI” as a metaphorical parallel to Repetitive Strain Injury (or “RSI”). This conceptual 

parallel was introduced initially by Baruch (2004: 280). We believe our understanding about RBI can be enhanced by 

drawing on knowledge that exists for RSI.  This is because RSI is an umbrella term for a group of disorders usually 

being caused by repetitive movements that affect muscles, tendons and nerves (Guidotti, 1992; Yassi, 1997). RSI 

results from repeated stress to the body’s soft tissue structures. It often occurs in patients who perform repetitive 

movements either in their jobs or in extracurricular activities (O’Neil, Forsythe & Stanish, 2001). RSI is usually a 

result of a mixture of bad ergonomics, poor posture, stress, and repetitive motions (Pascarelli, 2004).  It develops 

over an extended period of time, contrary to typical physical injuries (Yassi, 1997), and recovery time is fairly long 

too (Keller, Corbett & Nichols, 1998). RSI is caused by a combination of forceful and repetitive movements, very 

common (but not limited) to work involved with continuous key-board typing, thus associated with computer-related 

work (Keller, Corbett & Nichols, 1998) although other causes exist separately (e.g. music playing). RSI is being 
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manifested via physical problems such as a variety of pain syndromes (e.g. chronic pain syndrome or complex 

regional syndrome are examples of RSI – Helfenstein & Feldman, 2000; O’Neil et al. 2001; Pascarelli, 2004). These 

injuries can progress to become crippling disorders that would prevent sufferers from working or even leading 

normal lives. The onset of RSI phenomenon has been attributed to the widespread use of computer IT-related work.   

RBI involves repetitive work too, but of a behaviorally-scripted cerebral (not physical) nature. When such 

repetitive work causes employees to suffer emotional consequences (such as emotional exhaustion and/or reduced 

desire to remain affectively engaged in their work, hence a desire to withdraw) or causes employees to suffer 

cognitive/mental consequences (such as a loss of creativity), these symptoms illustrate the onset of RBI.  Figure 1 

illustrates RBI to be comprised of consequences that are likely to result from repetitive (behaviorally-scripted) 

technology-mediated communications at work: (1) increased emotional exhaustion, (2) reduced levels of creativity, 

(3) increased withdrawal behaviors, and (4) reduced Organizational Citizenship Behavior.  We also offer anticipated 

moderation of demographic and personality characteristics. As personnel get replaced by robots or other types of 

technological-substitutes, and remaining personnel increasingly get assigned the job of monitoring and running the 

technology-mediated communications stemming from these, RBI is likely to increase in frequency.  

 

DEVELOPMENT OF PROPOSITIONS 

Background: 

 Since the early work of Taylor (1911), mass production systems have reduced much of the work performed 

by people into short cycles of repetitive work. A high level of workflow automation can transform some repetitive 

roles to machinery (Georgakopoulos, Hornick & Sheth, 1995), but human repetitive work cannot be entirely 

eliminated, and non-mechanic roles that build on human mental and cerebral capacity can lead to managerial 

problems in controlling employees that need to perform such tasks in regulated work places, like call centers (Barnes, 

2007; D'Cruz & Noronha, 2007; Taylor & Bain, 1999).    

What happens when employees are assigned repetitive and restrictive tasks that require high amounts of 

cognitive complexity? What types of tasks might fit into this description? One example is when an IT expert in a call 



7 

center has to explain how to overcome a certain problem to customers who are computer novice, or when a help desk 

operator is ‘programmed’ to answer  people inquiring about a specific aspect of a system. In both cases, employees 

must use “cerebral facilities” to perform the task, and have to engage their mind and thoughts in a sequence that 

prevent them from free meandering of imagination or other engagements of the mind. In other words, they need to 

concentrate; however, it is a concentration which demands them to be engaged in repetitive speaking, such as 

instructing customers how to operate, maintain or progress in automated processes. Regardless of how mundane 

these processes may be, continuing these without stoppage (except during formalized breaks) still requires the 

cerebral engagement of the mind. Moreover, in the above mentioned cases, employees are highly restricted by both 

the internal procedures and the characteristics of the task, to respond in a certain, pre-determined manner, which, we 

argue, may end with RBI. This stands in contrast to cases of monotony in physical operation, like the rug industry, 

where employees can occupy their minds with other thoughts while working. 

 

The Effect of Behaviorally-scripted Technology-mediated communication on Employees’ Emotional 

Exhaustion.  

RSI causes the affected limb to stop being agile and restricts movement, while the body generates pain to alert 

the sufferer. RBI might cause people to stop using their brain in a similar manner, but because the brain has no pain 

sensors, there would be no mechanism to alert the sufferer to the phenomenon. Possible indicative outcomes might be 

frustration, withdrawal, and stress related symptoms (Salanova, Llorens, & Cifre, 2012; Schabracq & Cooper, 2000). 

Mental repetition might end with negative feelings proclaiming that performing such roles ‘drains the mind’, and 

indeed, at the individual level, people suffering from RBI will feel like their “mind has been drained,” will stop using 

their thinking in a proactive healthy way, and approach their work in a robotic-like manner. They might give up on 

initiation, or even, to use a strong metaphorical expression, follow a “zombiefication” transformation (becoming 

‘zombi’ like, zombi being walking dead, acting in an automatic manner). In other words, people might quit mentally 

or ‘switch to automatic pilot’. These outcomes are consistent with those regarding the consequences of the repetitive 

and mentally-taxing work demands of call centers (LHC, 2005), such as turnover (Direnzo & Greenhaus, 2011), 



8 

though, as in any stressful situation, life attitudes of optimistic personalities should have the power to moderate the 

impact (Tutena & Neidermeyer, 2004).  

Therefore, as illustrated in Figure 1 via Arrow 1, we propose: 

 

Proposition #1: The extent to which employees rely on behaviourally-scripted (rather than unscripted) 

technology-mediated communication to answer questions or complaints is positively related to employees’ level of 

emotional exhaustion. 

 

The Effect of Behaviorally-scripted Technology-mediated communication on Employees’ Creativity.  

The routinization of employees’ communications in this way increases regulation of employees’ actions and 

restricts the freedom and creativity with which employees may think (Caplan & High, 2011).  Consistent with this, 

several management scholars have suggested that one of the negative consequences for employees and organizations 

resulting from increased reliance on IT is the creation of highly regulated work environments (e.g., Garsten & 

Lerdell, 2003, p 167; Maqsood, Finegan, & Walker, 2004, p. 297). More specifically, these authors describe as 

examples of “high regulation” the following: the need to follow specific rules in communication and a reliance on 

‘mental set’ which prevents creativity. Similarly, Heelas (1995: 9) describes employees whose tasks are dominated 

by IT are “controlled by routines, rules, procedures, regulations, laws, duties, schedules, diaries, timetables and 

outcomes.”  Cumulatively, the latter descriptions suggest that the freedom and flexibility that has been positively 

attributed to IT by some scholars may not necessarily be what employees actually experience, at least those for whom 

technology-mediated communications are dominated by telephone protocols or email-templates or other types of 

behavioral scripts.  

Therefore, as illustrated in Figure 1 via Arrow 2 we propose: 
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Proposition #2: The extent to which employees rely on behaviourally-scripted (rather than unscripted) 

technology-mediated communication to answer questions or complaints is negatively related to employees’ level of 

creativity. 

 

The Effect of Behaviorally-scripted Technology-mediated communication on Employees’ Withdrawal 

Behaviors.  

 

Previous management research has shown that tasks characterized by repetitiveness and restrictiveness (e.g., 

unforgiveability in task-deviation and over-monitoring) tend to be associated with employee-related negative 

affectivity and behaviors in the workplace (see Necowitz & Roznowski, 1994). Restrictiveness and over-monitoring 

have generated rebellion and other negative outcomes amongst employees (Schalk & van Rijckevorsel, 2007). 

Withdrawal is one of the possible outcomes of routine work, and is related to stress (Schabracq & Cooper, 2000), and 

in extreme cases can lead to sabotage behavior. The nature of professional negative phenomenon has altered too, 

where, for example, the dangers of physical safety issues are less prominent, but elements of mental stress have 

grown in relevance and importance (Boles, & Babin, 1996; Kalleberg, 2009). 

 

 Therefore, as illustrated in Figure 1 via Arrows 3a&b we propose: 

 

Proposition #3: The extent to which employees rely on behaviourally-scripted (rather than unscripted) 

technology-mediated communication to answer questions or complaints is positively related to employees’ level of 

withdrawal behaviors. 

 

The Effect of Behaviorally-scripted Technology-mediated communication on Employees’ Organizational 

Citizenship Behavior (OCB):  
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People under a negative state of mind are not expected to practice organizational citizenship behavior 

(Organ, 1994; Smith, Organ, & Near, 1983). As positive OCB is associated with high performance (Cohen & 

Keren, 2008), it will negatively influence the human capital of individuals involved with RBI, whereas 

supporting organizational practices can improve human capital (Murthy & Abeysekera, 2007). People 

performing RBI related roles would then experience negative consequences for their relationships with co-

workers, as well as lack of self-development and human capital. We therefore propose, as illustrated in Figure 

1 via Arrow 4: 

 

Proposition #4: The extent to which employees rely on behaviourally-scripted (rather than unscripted) 

technology-mediated communication to answer questions or complaints is negatively related to employees’ level of 

OCB. 

 

The literature suggests the existence of several possible moderators that may influence the relationship 

between RBI and its outcomes. Some are demographic and others are attitudinal. The following propositions are 

illustrated in Figure 1 by arrows 5a, 5b,and 5c.   

Gender: Earlier studies found significant moderation of gender on the impact of work attitudes and other 

characteristics (Matthews, Hertzman, Ostry & Power, 1998), where women reported more negative work 

characteristics than men, primarily because of differences in learning opportunities and monotonous work (see also 

Melamed et al., 1995).  

Proposition #5a: Gender moderates the impact of RBI in having stronger impact on female employees.  

 

Education: We believe that employees with higher level of education will be more vulnerable to RBI due to 

their high expectations from the labor market. Overqualified employees may succumb to such jobs, but will be prone 

to quit early on. People with high intellectual competence may perform such jobs only for short time periods.  
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Proposition #5b: Education moderates the impact of RBI in having stronger impact on employees with 

higher educational level.  

 

Need for Achievement: One moderator for the impact of the RBI is “need for achievement” (Mannheim, 

Baruch, & Tal, 1997). We anticipate employees with higher need for achievement to have a lower tolerance to 

monotony. The reverse will be true for employees who prefer highly structured non-thinking tasks (hence low-need-

for-achievement employees).  

Proposition #5c: Need for Achievement moderates the impact of RBI in having stronger impact on 

employees with higher need for achievement.  

 

Cumulatively, the propositions we have offered, illustrated in Figure 1 point out the likelihood that increased 

reliance by employees on behaviourally-scripted technology-mediated communications will lead to their suffering 

“RBI” (indicated by the consequences named in our propositions above). The term RBI summarizes the symptoms 

comprising it.  Such a prediction is concerning given the need for behavioral scripts to be used in organizations. As 

such, we turn our attention next to considering actions that managers or employees might take to weaken the 

relationships proposed to this point. 

 

 

Actions that may weaken RBI as a consequence of behaviorally-scripted technology-mediated 

communications 

 

Factors which would work to reduce or prevent RBI will be the ability to have a ‘break’, not necessarily 

having time off, but being engaged in a variety of roles. At the organizational level (also see below), practices such as 

rotation and multi-tasking can eliminate RBI, whereas another option is outsourcing, although this would merely 

mean passing the problem elsewhere.  
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Earlier, we noted that RSI is developed following repetitions of physical activity, with no variety to release 

the strain. When considering the emergence and development of RBI, the physical element is replaced by mental 

repetition, which offers no option for variety or breaks, and is controlled from the outside.  

The dynamics described above are illustrated quite well by descriptions of employees’ experiences in call 

centers (e.g., Barnes, 2007; D'Cruz & Noronha, 2007; Taylor & Bain, 1999; Taylor, D'Cruz, Noronho, & Scholarios, 

2009). Evidence from a study which was conducted in both Australian and Indian call centers suggest that work in 

such centers is mostly semi-skilled in nature (Russell & Thite, 2008). For example, Barnes (2007) observed the 

discontentment of call-centers’ employees, ending with substantial individual and collective resistance. Similarly, 

D'Cruz and Noronha (2007) noted that task complexity, variety and autonomy were distinguished factors in technical 

call center jobs, and that their presence promoted employees’ well-being and satisfaction. Employees in call centers 

tend to experience work hardship, as their work is constantly measured and their speech is constantly monitored; 

such employees are often left mentally, physically and emotionally exhausted (Taylor & Bain, 1999, p. 115). For 

firms, however, the solution of call centers is cost saving and efficient in operation (Ashamalla, Beydoun, & Low, 

2011; Taylor et al., 2008).  

We believe that employees’ experiences in call centers may epitomize the challenges of IT workers today due 

to the fact that IT work often requires employees to operate under high surveillance scrutiny of their actions, which 

are closely and continuously monitored. Yet, the phenomenon is relevant in many jobs in various service sectors 

(very few of which today can occur without the use of IT, cf. Weill & Broadbent, 1998). Such jobs include, for 

example, restaurant waiters, tour guides, etc. The service industry provides a number of occupations that are being 

subjected to similar challenges, such as telemarketers, that have to constantly repeat their script in order to make a 

sale, especially where the success rate is very low. 

 

RBI – Prevention and Treatment 

Since we introduce the RBI as a metaphorical analogous to RSI, we believe that the approach to its 

prevention, treatment and cure may benefit from existing knowledge about RSI. Taking breaks from the physical 
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element of work (e.g. stop typing) can serve as an affective measure in eliminating RSI (Galinsky, Swanson, Sauter, 

Hurrel & Schleifer, 2000). The nature and duration of breaks required for an effective prevention and treatment are 

still under investigation. One practice that may indicate subconscious awareness on the side of firms (or perhaps 

merely due to financial incentives) is the acquisition of robots or other software based machinery solutions, such as in 

the case of automated voice recognition system that can release employees from conducting such repetitive roles. 

Enabling actual breaks or a variation in performing the roles would, we believe, reduce the prospects of RBI 

surfacing.  

 

Organizations can implement job rotations and multi-tasking as part of HRM best practices (Becker & 

Gerhart, 1996; Becker & Huselid, 1998; Bowen & Ostroff, 2004). Such practices enable individuals to avoid 

RBI by having a rich job content that prevent high level of repetition of mental related tasks within the same 

job. HRM practices can serve as ways to lessen the chance that the task-qualities we describe in the paper 

would lead to RBI, for example applying job enrichment (Cascio, 1995; Steers, Mowday, & Shapiro, 2004) 

and shape the perception of employees about the use of IT (Mitchell, Gange, Beaudry, & Dyer, 2011). Thus 

applying HRM best practice would moderate the anticipated impact of behavioral scripted processes on RBI.   

 

A totally different strategy to avoid RBI within organization boundaries is to outsource this activity (Quinn, 

1999).  Outsourcing, sometime also off-shoring RBI related activities would be possible for many but not all RBI 

related activities. If these form the core activity of the organization, that would not be feasible. Target organizations 

for this outsourcing may refuse taking over these activities once they would be aware of RBI and its consequences. 

They might increase the premium, making it not viable financially. Yet, in many cases, RBI activities would be 

transferred to other organizations. Such an approach to tackle or prevent RBI means, though, only ‘exporting’ the 

problem to a different organization. This argument builds on clear logic, as the meaning of outsourcing is that the 

RBI will not eliminated, just being transferred elsewhere.   
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At the organizational level, we anticipate the consequences of RBI to be, first, poor reputation, dwindling of 

organizational image, and consequently, low ability to attract talented employees. Second, the organizational culture 

could suffer, in the sense that people who lost the ‘spark’ will not be collegial, and team-work will deteriorate. They 

might get more involved with out-of-work activities, in aiming to renew their spirit and energy levels. However, it is 

more likely that there will be spillover from work to non-work realm (White, Hill, McGovern, Mills, & Smeaton, 

2003), and, the logic presented to this point leads us to expect that employees who feel unvalued and tightly 

controlled at work may find it hard to feel confident in non-work domains. Alternatively and contrary, they might 

become aggressive and highly outspoken when at home, clubbing or at other non-work environments. Lack of 

freedom which is experienced in a restrictive work environment is likely to manifest itself in outcomes at the 

individual-level (e.g., apathy, depression, aggression) and at the organizational level (e.g., quitting jobs, either 

mentally or actually changing employer). At the organizational level, such jobs do not generate firm reputation as a 

‘best employer’. Recruiting for these jobs is challenging, and people that suffer RBI will not easily move to more 

demanding jobs, though they may wish to look for another types of jobs. It brings in both ethical and corporate social 

responsibility issues upon employers (Vardi & Weitz, 2004) 

 

WHAT IS (AND ISN’T) RBI?  

As a metaphorical parallel to RSI, RBI is a phenomenon that occurs to people engaged in jobs involving 

repetitive mental activities. It is concerned with, but not similar to monotony. Activities that have been described as 

“monotonous” tend to involve repetitiveness, either for blue-collar employees (Cox, 1985; Lewchuk, 1993) or for 

computer operation employees (Jensen, Finsen, Hansen & Christensen, 1999). Physical monotony at work has been 

studied widely and its negative consequences are well documented (Johansson, 1989; Davies, Shackelton & 

Parasuraman, 1983). Monotony typically refers to physical work, be it production assembly line (Melin, Lundberg, 

Söderlund & Granqvist, 1999; Newsome, 2003), driving (Drory, 1982) or even sex work (Scambler, 1997, p. 114).  

While RBI is concerned with routine, it is caused by a repetition of work-sequences that require cerebral 

ability in a highly restrictive manner (for example, the IT help-desk job or telemarketing). In contrast, work that is 



15 

presented as “monotonous” has been described by Melamed, Ben-Avi, Luz and Green (1995) as either objective, 

such as repetitive work, as work which is characterized by relatively short cycles of time and monotonous motor 

demands, or as work under load.  A similar definition was adopted by Shirom, Westman and Melamed (1999).  There 

is no mention of employees’ engagement in high levels of mental ability in their definition, although, they say that 

employees need to keep continuous alert in order to accomplish their tasks. Further, employees who are engaged in 

monotonous roles can use their mind at the same time for free thinking, dreaming, listening to the radio, occupying 

their brain in many different ways. This option is not possible in RBI roles, as they require full mental engagement, 

albeit repetitive.  

RBI may be caused by “Mental repetition,” which is illustrated by certain types of job-related tasks: In call-

centers, when employees have to explain similar issues again and again to an endless sequence of callers - as a 

telephone operator/tech-support personnel have said: “I …. have to answer the same dumb questions over and over 

again,” (Branwyn, 1999). Call centers are an international, important and fast-growing form of front-line service 

work (Raz & Blank, 2007). D'Cruz and Noronha (2007) looked at call centers in India as conforming to engineering 

or to a mass service model.  The issue of control is of high significance to the management of people in call centers 

(Mahesh & Kasturi, 2006), where the type of work does not offer any prospect of future progress (van den Broek, 

2002). This might be one of the reasons for the growing phenomenon of off-shoring call centers (Abraham, 2008). 

Tasks such as those in call Centers could equally be called monotonous, though unlike the typical so-called 

monotonous work, which was referred to blue collar work (Melamed et al. 1995),  Monotony is defined as 

uniformity, lack of variation, tedious sameness, which may be objective or subjective (Melamed et al., 1995). 

Activation theory, on the other hand, anticipates work performance decrements, dissatisfaction at work and other 

work-behaviors to relate to variations in task design (Scott, 1966). 

The job-related tasks listed above, which we believe demonstrate RBI, differ from monotony, in two ways: 

(1) unlike monotony, RBI involves tasks which require mental stimulation such as problem-solving, for example, via 

utilizing knowledge of computer or a work-system; and (2) unlike monotony, RBI involves tasks that enable the 

performers to introduce variety and/or to take breaks. The variety may be involving differing types of activities, at 

http://www.ncbi.nlm.nih.gov/sites/entrez?Db=PubMed&Cmd=Search&Term=%22Melamed%20S%22%5BAuthor%5D&itool=EntrezSystem2.PEntrez.Pubmed.Pubmed_ResultsPanel.Pubmed_RVCitation
http://www.ncbi.nlm.nih.gov/sites/entrez?Db=PubMed&Cmd=Search&Term=%22Melamed%20S%22%5BAuthor%5D&itool=EntrezSystem2.PEntrez.Pubmed.Pubmed_ResultsPanel.Pubmed_RVCitation
http://www.ncbi.nlm.nih.gov/sites/entrez?Db=PubMed&Cmd=Search&Term=%22Luz%20J%22%5BAuthor%5D&itool=EntrezSystem2.PEntrez.Pubmed.Pubmed_ResultsPanel.Pubmed_RVCitation
http://www.ncbi.nlm.nih.gov/sites/entrez?Db=PubMed&Cmd=Search&Term=%22Green%20MS%22%5BAuthor%5D&itool=EntrezSystem2.PEntrez.Pubmed.Pubmed_ResultsPanel.Pubmed_RVCitation
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different levels of mental activation. For example, IT help desk employees typically command high level knowledge 

of computers and software, and can work on system development. 

Another distinction between RBI and monotony regards the outcomes associated with each of these 

experiences. The outcomes associated with monotony are typically negative, such as distress, absence, or low job 

satisfaction. In contrast, the outcomes associated with RBI are emotional drainage and getting locked in routine 

answers, hindering the creative-ability to think ‘outside of the box’. It may be illustrated by the following quote from 

a call centers’ employee: “… I felt just totally drained…”  “… this kind of job leaves you empty from the inside...”  

 

 

DISCUSSION  

 In this article we have offered a theoretical contribution that helps to bridge the gap between management 

research and practice, as identified by Shapiro, Kirkman, and Courtney (2007). They have pointed out the need 

of academic scholars to enable broader audiences to understand and be able to be proactive regarding 

phenomena that matters to the wider community of managers. We followed a line of contributions which focus 

on metaphors and their role in theory development (Boxenbaum & Rouleau, 2011; Oswick et al., 2013; 

Keenoy, & Grant, 2002). This article is the first attempt to model the RBI phenomenon within scholarly 

framework. It has a wide range of theoretical and managerial implications for academic scholars and for 

practitioners – managers and consultants alike.   

 

Contemporary employees have to deal with many new professional and personal developments as a result of a 

new host of jobs and roles (Sullivan & Baruch, 2009). Career patterns are becoming more dynamic and less 

structured (Feldman, 2002). Correspondingly, Burke and Cooper (2004) and Cascio (2002) acknowledged the 

emergence of a new labor market where people change roles and careers more frequently than in the past. Most of 

employees’ new roles, according to Baruch (2001) and Garsten and Wulff (2003), involve IT-related work. Many of 

these new roles are being characterized by a continuous repetition of activities and actions that require mental and 

cerebral competence, yet are strongly controlled, restricted and monitored by a system that does not leave much room 



17 

for initiative, innovation and creativity. We propose that the process-characteristics of RBI relate to mind/cognitive-

repetitive work-behaviors, and that the outcome-characteristics of RBI include burnout, fatigue, stress, boredom, 

frustration, depression and de-motivation, leading to emotional drainage, withdrawal behavior, and reduced 

creativity. We argue that the impact of RBI is primarily at the individual level, but we expect the phenomenon to be 

frequent in certain work constellations, and thus its aggregate impact seems likely to cause organizations to suffer a 

loss of human capital (Becker, 1964).  

 

Current control mechanisms have now entered the realm of prescribing mental and linguistic behaviors 

(Thomas, 2006; Wright & Snell, 1998), which, we argue, may result in strong negative outcome in the form of the 

RBI phenomenon. While we have developed the RBI based on the metaphor of RSI, certain differences exist between 

the two. Some of these differences might make the RBI more harmful in the long run to both employees and their 

employing organizations as psychological symptoms are not easy to be diagnosed and they take longer to heal. The 

RBI occurs to individuals, but at the aggregate level, the case becomes an organizational issue. RBI infected 

employees would be less inclined to take initiative, more reluctant to become engaged, and might turn to be a 

managerial burden.    

The advantage of using metaphors for understanding organizations is well demonstrated in the literature 

(Morgan, 1986; 2006). Metaphors are widely applied in management studies (cf. Hatch, 1998) as they make the strange 

seem familiar (Pondy, 1983). RBI is more than simple metaphorical depiction of RSI at the mental level. RSI has 

become typical for people conducting repetitive actions with their limbs (O’Neil et al. 2001). RBI can emerge in jobs 

that require a repetitive cerebral work, typified but not restricted to call-centers. Under imposing control system, 

employees are obliged to use a certain wording, a dictated manner of talking, and are expected to adhere to 

prescribed formats. Tight monitoring means that employees cannot defy this routine without the risk of losing their 

job. Firms, on the other hand, find strict monitoring essential, since they develop these ‘scripts’ with the sincere aim 

to generate optimal solutions to customer needs.    
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Call centers are not the only such occupation when employees’ minds are bombarded with repetitive 

questions/orders/input, which is neither challenging nor offering optional variance in responding. Some other 

examples may be helpdesk personnel, telemarketers, not to mention distance connection (mostly using computers), as 

well as practical service workers in information/reception booths, road-toll collectors, and even waiters that all their 

job is to escort the guests and sit them at the table, repeating a programmed phrase. We do believe, though, that the 

existence of face-to-face contact will moderate the chances of drifting to RBI, as human physical encounters can alter 

the repetitiveness of the process.  

Some significant differences exist between the RSI and RBI. First, one of the major defense mechanisms our body 

employs to resist dangerous situations is pain. The clearest symptom of RSI is restrictive and debilitating pain in the 

affected area. It is the body’s way to alert us to seek treatment. Conversely, the brain cannot apply this defense 

mechanism: there is no alert to signal the existence of RBI. One reason is that there are no pain sensors in the brain 

(Treede, Kenshalo, Gracely & Jones, 1999). Second, the impact is mental, and unlike physical illness, people tend to 

conceal such symptoms and/or attribute them to other factors. This adds a further risk, making it less likely for RBI 

to be diagnosed at an early stage and then treated properly.   

 

 

RBI and human capital 

One contribution of this article is in indicating the destructive impact of RBI on acquisition and retaining of 

human capital. Human capital generating is crucial for employees and their employers. Human capital has gained a 

place in contemporary scholarship and business practice, explicating economic progress and individual well-being at 

both national and firm levels (Shultz, 1961; Becker, 1964). Within a firm, one individual’s human capital contributes 

to developing organizational capital - collective competences, organizational routines and company culture (Edvisson 

& Malone, 1997). Organizations that use jobs that are prone to RBI will reduce the propensity of their employees to 

gain human capital. These jobs are not leading to great career opportunities. To sum up, jobs associated with RBI 
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have detrimental effect on human capital, and the more people are occupied in such roles, the harmful outcomes 

would spiral in a vicious cycle.  

Companies recognize these effects, and one ‘solution’ in the search to avoid RBI is outsourcing – transferring 

such jobs to developing countries (e.g. moving call centers to India). This resembles the case of developed countries 

dumping their waste in third world countries. This is poor ethical practice at a global scale that might eventually 

cause resentment in the developing countries. In addition, the globalization of labor markets within a free economy 

framework means that eventually salaries will improve in the developing countries too, to a level that shifting jobs 

there will no longer be financially viable.  

 

 

Theoretical implications 

In this article we add a significant construct to the study of human behavior in organizational setting. Wide 

attention is dedicated to positive work outcomes (Fineman, 2006), but the ‘dark side’ of working life (Vaughan, 

1999) also needs attention in the management literature. The RBI is a relatively new phenomenon, of potentially high 

negative outcomes if not tackled at an early stage. It is distinguished from existing constructs such as monotony or 

boredom, though associated with them. RBI is expected to influence human capital and other individual 

competencies and properties, and as such we consider studying it to be of high importance to the management and 

organizational studies field. RBI is an example for the challenges being encountered by management when practicing 

control systems over employees. We call here for the need to re-think contemporary managerial control (see for 

example Raelin, 2011), which follow the McDonalization of society (Dustin, 2012; Ritzer, 2011). 

 

Managerial implications 

In the scenario of RBI already been developed, it could be quite late and costly to deal with its consequences. 

As in most illnesses and syndromes, it would be much better to employ preventative measures to avoid it occurring in 

the first instance. As we have pointed out, appropriate job design would be an effective tool in this direction. The 

organizational unit which may need to deal with RBI is HRM, but as RBI can have off-putting implications to 
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organizational image, the public relation function may need to be involved with dealing with RBI.  We envisage a 

vicious cycle of reinforcement being formed, making RBI related jobs ‘dead-end’ jobs, leading to lack of career 

prospects in such roles.  

 

Agenda for future research 

 

We answer calls for studying issues relevant to the field of management rather than the narrow self-serving 

orientations of academic scholars (Cascio & Aguinis, 2008).  Such phenomena should be made understandable to the 

wider community and the end-users, that is, management practitioners (Shapiro et al., 2007).  

 

Tasks requiring “mental complexity” tended to be lacking in studies regarding the effect of task-repetitiveness 

and/or task-restrictiveness. Due to the scarcity of related studies, we cannot know with certainty whether the assumed 

pessimistic effects of task-repetitiveness and/or task-restrictiveness are due to these task-characteristics or to the 

tendency for the tasks examined in such studies to require little cognitive complexity.  

In terms of actual measurement, we acknowledge that RBI is more problematic for diagnosis compared with 

RSI.  The challenging nature of RBI measurement and detection is rooted in the fact that apart from the danger of the 

phenomenon, the brain has no pain sensors, and as a result there is no simple alert for its “pain”. Neuro-science 

methods will possibly be required to identify physical impact on the brain. Future work may focus on the 

identification of RBI and on empirical testing of ways to prevent and rectify RBI inducing constellations.  

 

CONCLUDING REMARKS 

Managing contemporary workplace is never an easy challenge. In this article we address the need to define and 

articulate new phenomenon, RBI, that might become a severe obstacle for future operation in modern 

technology based institutions. In contrast to the extant literature on people behavior at work that is dominated 
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by positive approach (Fineman, 2006; Realin, 2011), aiming to identify positive aspects of IT impact (Byron, 

2008; Lin, 2010), we highlight a possible dark side of contemporary working life. 

We build on prior research to articulate a phenomenon which might inflict negative consequences for 

individuals and organizations. We list and describe the processes and issues that operate as antecedents to RBI, the 

anticipated outcomes, and the factors that might moderate the impact.  

 

Understanding RBI would be particularly important for learning how to tackle the consequences, and even 

better, how to prevent or avoid it altogether. Our hope is that the present proposed theoretical contribution will 

provide strong foundations for expanding the field’s conception of contemporary work. Understanding RBI, its 

impact on individuals and their careers, and on organizations and their performance and image will be a further step 

in expanding our knowledge of contemporary work and its management.   



22 

References 

Abelson, R. P. 1976. Script processing in attribution formation and decision making. In J. S. Carrol, & J. W. 
Payne (Eds.), Cognition and Social Behavior, Erlbaum, Hillsdale, NJ. 
 
Abelson, R. P. 1981. Psychological status of the script concept. American Psychologist, 36, 715-729. 
 
Abraham, M. 2008. Globalization and the Call Center Industry. International Sociology, 23, 197-210. 
 
Agarwal, R., & Karahanna, E. 2000. Time Flies When you’re Having Fun Cognitive Absorption and Beliefs 
about Information Technology Usage” MIS Quarterly, 24, 665-694. 
 
Ashamalla, A. N., Beydoun, G., & Low, G. 2011. Towards Agent-Oriented Approach to a Call Management 
System. In W. W. Song et al. Information Systems Development, Part 5, 345-356, Springer. DOI: 
10.1007/978-1-4419-7355-9_29 
 
Bain, P. & Taylor, P. 2000. Entrapped by the “electronic panopticon”? Worker resistance in the call centre. New 
Technology, Work and Employment, 15, 2-18.  
 
Bandura A. 1977. Social Learning Theory, Englewood Cliffs, NJ: Prentice-Hall. 
 
Bandura A. 1997. Self Efficacy, NY: WH Freeman. 
 
Barnes. A. 2007. The construction of control: the physical environment and the development of resistance and 
accommodation within call centres. New Technology, Work and Employment, 22, 246–259. 
 
Baruch, Y. 2001. The Autistic Society. Information & Management, 38, 129-136. 
 
Baruch, Y. 2004. Managing Careers: Theory and Practice. Harlow: FT-Prentice Hall/Pearson.  
 
Bawden, D., & Robinson, L. 2009. The dark side of information: Overload, anxiety and other paradoxes and 
pathologies. Journal of information science, 35, 180-191. 
 
Becker, G. S. 1964. Human capital. New York: National Bureau of Economic Research. 
 
Becker, B. E., & Gerhart, B. 1996. The impact of human resource management on organizational 
performance: Progress and prospects. Academy of Management Journal, 39, 779-801. 
 
Becker, B. E., & Huselid, M. A. 1998. High performance work systems and firm performance: A synthesis of 
research and managerial implications. In G. R. Ferris (Ed.), Research in Personnel and Human Resource 
Management, Vol. 16 (pp. 53-101). Greenwich, CT: JAI Press. 
 
Boles, J., & Babin, B. 1996. On the front lines: Stress, conflict and the customer service provider. Journal of 
Business Research, 37, 41-50. 
 
Bowen, D. E., & Ostroff, C. 2004. Understanding HRM-firm performance linkages: The role of ‘strength” of 
the HRM system. Academy of Management Review, 29, 203-221.  
 
Boxenbaum, E. & Rouleau, L. 2011. New knowledge products as bricolage: Metaphors and scripts in 
organizational theory. Academy of Management Review, 36, 272-296. 



23 

 
Branwyn, G. 1999. Jargon Watch. Wired Magazine, 7/9, p. 74. 
 
Brown, R. H. 1976. Social Theory as Metaphor. Theory and Society 3, 169-197.  
 
Burke, R. J., & Cooper, C. L. (Eds.) 2004. Leading in turbulent times: managing in the new world of work. 
Oxford: Blackwell.  
 
Burke, R. J., & Cooper, C. L. (Eds.) 2008.  Building more Effective Organizations. NY: Cambridge University 
Press.  
 
Byron, K. 2008. Carrying too Heavy a Load? The communication and miscommunication of emotion by email. 
Academy of Management Review, 33, 309-327. 
 
Caplan, S. E., & High, A. C. 2011. Online Social Interaction, Psychosocial Well‐Being, and Problematic Internet 
Use. Internet Addiction: A Handbook and Guide to Evaluation and Treatment, 35-53. 
 
Cascio, W. F. 1995. Whither industrial and organizational psychology in a changing world of work? American 
Psychologist, 50, 928-939. 
 
Cascio, W. F., & Aguinis, H. 2008. Research in industrial and organizational psychology from 1963 to 2007: 
Changes, choices, and trends. Journal of Applied Psychology, 93, 1062-1081. 
 
Cohen, A. & Keren, D. 2008. Individual values and social exchange variables: Examining their relationship to 
and mutual effect on in-role performance and organizational citizenship behavior. Group & Organization 
Management, 33, 425-452.  
 
Davies, D. R., Shackelton, V. J., & Parasuraman, R. 1983. Monotony and boredom. In: Hockey, R. (Ed.), Stress 
and Fatigue in Human Performance, pp. 1-32, Chichester: Wiley. 
 
D'Cruz, P. & Noronha, E. 2007. Technical Call Centres. Global Business Review, 8, 1, 53-67. 
 
Derks, D., Fisher, A. H., & Bos, A. E. R. 2008. The Role of Emotion in Computer-Mediated Communication: A 
Review. Computers in Human Behavior, 24, 766-785. 
 
Dewett, T. & Jones, T. 2001. The Role of Information Technology in the Organization: a Review, Model, and 
Assessment. Journal of Management, 27, 313-346.  
 
Dionysiou, D. D., & Tsoukas, H. 2013. Understanding the (re) creation of routines from within: a symbolic 
interactionist perspective. Academy of Management Review, 38, 181-205. 
 
Direnzo, M. S., & Greenhaus, J. H. 2011. Job search and voluntary turnover in a boundaryless world: A control 
theory perspective. Academy of Management Review, 36, 567-589. 
 
Drory, A. 1982. Individual differences in boredom proneness and task effectiveness at work. Personnel 
Psychology, 35, 141-151. 
 
Dustin, D. 2012. The McDonaldization of social work. Aldershot, Hampshire: Ashgate Publishing. 
 



24 

Edvinsson, L., & Malone, M. S. 1997. Intellectual Capital: The Proven Way to Establish Your Company’s 
Real Value by Measuring Its Hidden Values, London.  
 
Feldman, D. C. (Ed.) 2002. Work careers: a developmental perspective. San Francisco: Jossey-Bass. 
 
Fineman, S. 2006. On being positive: Concerns and counterpoints. Academy of Management Review, 31, 270-
291.  
 
Friedman, T. L. 2006. The world is flat: The globalized world in the twenty-first century. London: Penguin.  
Galinsky, T. L., Swanson, N. G., Sauter, S. L., Hurrel, J. J., & Schleifer, L. M. 2000. A field study of 
supplementary rest breaks for data-entry operators, Journal of Ergonomics, 43, 622-638.  
 
Garsten, C., & Lerdell, D. 2003. Mainstream rebels: Informalization and regulation in a virtual world. In C. 
Garsten & H. Wulff (Eds.) New technologies at work: people, screens and social virtuality. pp. 165-186. Oxford: 
Berg.  
 
Garsten, C., & Wulff, H. (Eds.) 2003. New technologies at work: people, screens and social virtuality. Oxford: 
Berg.  
 
Georgakopoulos, D., Hornick, M., & Sheth, A. 1995. An overview of workflow management: From process 
modeling to workflow automation infrastructure. Distributed and Parallel Databases, 3, 119-153. 
 
Gibbons, R. & M. Waldman 2004. Task-Specific Human Capital. The American 
Economic Review, 94, 203-207. 
 
Gioia, D. A., & Poole, P. P. 1984. Scripts in Organizational Behavior, Academy of Management Review, 9, 449-
459. 
 
Gist, M. E., & Mitchell, T. R. 1992. Self-efficacy: A theoretical analysis of its determinants and malleability. 
Academy of Management Review, 17, 183-211. 
 
Greenhaus, J. H. & Beutell, N. J. 1985. Sources of conflict between work and family roles. Academy of 
Management Review, 10, 76-88. 
 
Grzywacz, J. G., Almeida, D. M., & McDonald, D. A. 2002. Work-family spillover and daily reports of work and 
family stress in the adult labor force. Family Relations, 51, 28-36.  
 
Guidotti, T. L. 1992. Occupational repetitive strain injury. American Family Physician, 45, 585-592.  
 
Hatch, M. J. 1997. Organization Theory, NY: Oxford University Press. 
 
Hatch, M. J. 1998. Jazz as a metaphor for organizing in the 21st century. Organization Science. 9, 556-568. 
 
Hatch N.W. & Dyer J.H. 2004. Human capital and learning as a source of sustainable 
competitive advantage. Strategic Management Journal, 25, 1155-1178. 
 
Heelas, P. 1995. Introduction: Detraditionalization and its rivals. In P. Heelas, S. Lash & P. Morris (Eds.) 
Detraditionalization: Critical Reflections on Aurthority and Identity. Oxford: Blackwell.  
 

http://www.springerlink.com/content/100257/?p=9bb207596c2a4fa0839fda07b6f0a602&pi=0


25 

Helfenstein, M., & Feldman, D. 2000. The Pervasiveness of the Illness Suffered by Workers Seeking 
Compensation for Disabling Arm Pain. Journal of Occupational & Environmental Medicine. 42, 171-175. 
 
Ilies, R., Wilson, K. S., & Wagner, D. T. 2009. The spillover of daily job satisfaction onto employees' family 
lives: The facilitating role of work-family integration. Academy of Management Journal, 52, 87-102. 
 
Jensen, C., Finsen, L., Hansen, K. & Christensen, H. 1999. Upper trapezius muscle activity patterns during 
repetitive manual material handling and work with a computer mouse. Journal of Electromyographical 
Kinesiology, 9, 317-325. 
 
Johansson G. 1989. Job demands and stress reactions in repetitive and uneventful monotony at work, 
International Journal of Health Service, 19, 365-377. 

Johnson, S. K., Bettenhausen, K., & Gobbons, E. 2010. Realities of Working in Virtual Teams: Affective and 
Attitudinal Outcomes of Using Computer-Mediated Communication. Small Group Research. doi: 
10.1177/1046496409346448 

Kalleberg, A.L. 2009. Precarious work, insecure workers: Employment relations in transition. American 
Sociological Review, 74, 1-22 

Keller, K., Corbett, J., & Nichols, D. 1998. Repetitive strain injury in computer keyboard users: pathomechanics 
and treatment principles in individual and group intervention, Journal of Hand Therapy, 11, 1, 9-26. 
 

Kumar, K., & Becerra-Fernandez, I. 2007. Interaction technology: Speech act based information technology 
support for building collaborative relationships and trust. Decision Support Systems, 43, 584-606. 

Langer, E. 1978. ‘Rethinking the role of thought in social interaction’. In Harvey, J. H., Ickes, W., and Kidd, 
R. F. (Eds.), New Directions in Attribution Research, vol. 2, Erlbaum, Hillsdale, .NJ 
 
Lewchuk, W. A. 1993.  Men and Monotony: Fraternalism as a Managerial Strategy at the Ford Motor Company. 
The Journal of Economic History, 53, 824-856.  
 
Lin, C-P. 2010. Learning task effectiveness and social interdependence through the mediating mechanisms of 
sharing and helping: A survey of online knowledge workers. Group & Organization Management, 35, 299-
328. 
 
LHC 2005. http://www.lhc.org.uk/members/pubs/factsht/ 
 
Mahesh, V. S., & A. Kasturi, A. 2006. ‘Improving Call Centre Agent Performance: A UK-India Study Based on 
the Agents’ Point of View’, International Journal of Service Industry Management, 17, 136-157. 
 
Mannheim, B., Baruch, Y., & Tal, J. 1997. Testing alternative models for antecedents and outcomes of work 
centrality and job satisfaction. Human Relations, 50, 1537-1562. 
 
Maqsood, T., Finegan, A., & Walker, D. 2004. Biases and heuristics in judgment and decision making: The dark 
side of tacit knowledge. Issues in Informing Science and Information Technology, 1, 295-301. 
 
Matthews, S., Hertzman, C., Ostry, A., & Power, C. 1998. Gender, work roles and psychosocial work 
characteristics as determinants of health, Social Science & Medicine, 46, 1417-1424. 

http://www.sciencedirect.com/science?_ob=ArticleURL&_udi=B6V8S-4H6GPF0-1&_user=10&_rdoc=1&_fmt=&_orig=search&_sort=d&view=c&_acct=C000050221&_version=1&_urlVersion=0&_userid=10&md5=3a88f4450ef9baf458c26a4615fc0ce2%23vt1%23vt1
http://www.sciencedirect.com/science?_ob=ArticleURL&_udi=B6V8S-4H6GPF0-1&_user=10&_rdoc=1&_fmt=&_orig=search&_sort=d&view=c&_acct=C000050221&_version=1&_urlVersion=0&_userid=10&md5=3a88f4450ef9baf458c26a4615fc0ce2%23vt2%23vt2
http://www.sciencedirect.com/science/journal/01679236


26 

 
Melamed, S., Ben-Avi, I., Luz, J. & Green, M. S. 1995. Objective and subjective work monotony: effects on job 
satisfaction, psychological distress, and absenteeism in blue-collar workers, Journal of Applied Psychology, 80, 
29-42.  

Melin, B., Lundberg, U., Söderlund, J., & Granqvist, M. 1999. Psychological and physiological stress reactions of 
male and female assembly workers: a comparison between two different forms of work organization, Journal of 
Organizational Behavior, 20, 47-61.  

Mitchell, J. I., Gange, M., Beaudry, A. & Dyer, L. 2011. The role of perceived organizational support, 
distributive justice and motivation in reactions to new information technology. Computers in Human 
Behavior, 28, 729-738. 
 
Mitchell, W. J. 1995. City of Bits, Cambridge, Mass: MIT Press. 
 
Morgan, G. 1980. Paradigms, metaphors and puzzle solving in organization theory Administrative Science 
Quarterly, 25, 605-622. 
 
Morgan, G. 2006. Images of Organizations, 2nd Ed. Thousand Oaks: Sage. 
 
Murthy, V. & Abeysekera, I. 2007. Human capital value creation practices of software and service exporter firms 
in India. Journal of Human Resource Costing & Accounting, 11, 84-103. 
 
Necowitz, L. B., & Roznowski, M. 1994. Negative affectivity and job atisfaction: Cognitive processes 
underlying the relationship and effects on employee behaviors. Journal of Vocational Behavior, 45, 270-294. 
 
Nalwa, K., & Anand, A. P. 2003. Internet addiction in students: A cause of concern. CyperPsychology & 
Behavior, 6, 653-656. 
 
Negroponte, N. 1995. Being Digital, NY: Vintage. 
 
Newsome, K. 2003. 'The Women Can Be Moved to Fill in the Gaps': New Production Concepts, Gender and 
Suppliers Gender, Work & Organization, 10, 320-341. 
 
Okhuysen, G. A., Lepak, D., Ashcraft, K. L., Labianca, G. J., Smith, V., & Steensma, H. K. 2013. Theories of 
Work and Working Today. Academy of Management Review, 38, 491-502. 
 
O’Neil, B. B., Forsythe, M. E., & Stanish, W. D. 2001. Chronic occupational repetitive strain injury, Canadian 
Family Physician, 47, 311-316. 
 
Organ, D. W. 1994. Personality and organizational citizenship behavior. Journal of Management, 20, 465-478. 
 
Oswick, C., Keenoy, T., & Grant, D. 2002. Metaphors and analogical reasoning in organization theory: 
beyond orthodoxy’, Academy of Management Review, 27, 294-303. 
 
Pascarelli, E. 2004. Dr. Pascarelli's Complete Guide to Repetitive Strain Injury: What You Need to Know About 
RSI and Carpal Tunnel Syndrome. Chichester: Wiley. 
 

http://www.ncbi.nlm.nih.gov/sites/entrez?Db=PubMed&Cmd=Search&Term=%22Melamed%20S%22%5BAuthor%5D&itool=EntrezSystem2.PEntrez.Pubmed.Pubmed_ResultsPanel.Pubmed_RVCitation
http://www.ncbi.nlm.nih.gov/sites/entrez?Db=PubMed&Cmd=Search&Term=%22Ben-Avi%20I%22%5BAuthor%5D&itool=EntrezSystem2.PEntrez.Pubmed.Pubmed_ResultsPanel.Pubmed_RVCitation
http://www.ncbi.nlm.nih.gov/sites/entrez?Db=PubMed&Cmd=Search&Term=%22Luz%20J%22%5BAuthor%5D&itool=EntrezSystem2.PEntrez.Pubmed.Pubmed_ResultsPanel.Pubmed_RVCitation
http://www.ncbi.nlm.nih.gov/sites/entrez?Db=PubMed&Cmd=Search&Term=%22Green%20MS%22%5BAuthor%5D&itool=EntrezSystem2.PEntrez.Pubmed.Pubmed_ResultsPanel.Pubmed_RVCitation


27 

Pondy, L. R. 1983. The role of metaphors and myths in organization and in the facilitation of change. In L. R. 
Pondy, J. Frost, G. Morgan & T. C. Dandridge (Eds.) Organizational Symbolism, Greenwich, Conn: JAI Press,  
pp. 157-166. 
 
Quinn, J. 1999. Strategic Outsourcing: Leveraging Knowledge Capabilities. Sloan Management Review, 40, 4, 9-
21. 
 
Raelin, J. A. 2011. The End of Managerial Control? Group & Organization Management, 36, 135-160. 
 
Raz, A. E. & Blank, E. 2007. Ambiguous professionalism: managing efficiency and service quality in an Israeli 
call centre. New Technology, Work and Employment, 22, 83-96.  
 
Rifkin, J. 2004. The End of Work. NY: Penguin.  
 
Ritzer, G. 2011. The McDonaldization of society 6th Ed. Thousand Oaks, CA: SAGE. 
 
Russell, R., & Thite M. 2008. The next division of labour: work skills in Australian and Indian call centres. 
Work, Employment & Society, 22, 615-634. 
 
Salanova, M., Llorens, S., & Cifre, E. 2012. The dark side of technologies: Technostress among users of 
information and communication technologies. International Journal of Psychology, 48, 422-436. 
 
Scambler, G. 1997. Conspicuous and inconspicuous sex work: the neglect of the ordinary and mundane. In G. 
Scambler and A. Scambler (Eds.) Rethinking Prostitution: Purchasing Sex in the 1990s. Routledge, London, pp. 
105-120.  
 
Scott, Jr. W. E. 1966. Activation theory and task design. Organizational Behavior & Human Performance. 1, 3-
30. 
 
Schabracq, M. J., & Cooper, C. L. 2000. The changing nature of work and stress. Journal of Managerial 
Psychology, 15, 227-241. 
 
Schalk, R., & van Rijckevorsel, A. 2007. Factors influencing absenteeism and intention to leave in a call centre. 
New Technology, Work and Employment, 22, 260-274. 
 
Schank, R. C., & Abelson, R. P. 1977. Scripts, plans, goals and understanding. Hillsdale, N J: Erlbaum. 
 
Schultz, T. W. 1961. Investment in Human Capital. American Economic Review, 51, 
1-17. 
 
Schwarz, H. 2003. Mobile workplacing: Office design, space and technology. In C. Garsten & H. Wulff (Eds.) 
New technologies at work: people, screens and social virtuality. pp. 91-117. Oxford: Berg.  
 
Shapiro, D. L., Kirkman, B. L., & Courtney, H. G. 2007. Perceived causes and solutions of the translation 
problem in management research. Academy of Management Journal, 50, 249-266. 
 
Shirom, A., Westman, M., & Melamed, S. 1999. The Effects of Pay Systems on Blue-Collar Employees' 
Emotional Distress: The Mediating Effects of Objective and Subjective Work Monotony. Human Relations, 52, 
1077-1097.  
 

http://wes.sagepub.com/content/22/4/615.abstract


28 

Smith, C. A., Organ, D. W. & Near, J. P. 1983. Organizational citizenship behavior: Its nature and antecedents. 
Journal of Applied Psychology, 68, 653-663. 
 
Steers, R. M., Mowday, R. T., & Shapiro, D. L. 2004. The future of work motivation 
theory. The Academy of Management Review, 29, 379-387. 
 
Suchman, L. 1994. Do categories have politics? The language/action perspective reconsidered. Computer 
Supported Cooperative Work, 2, 177-190.  
 
Sullivan, S. N., & Baruch, Y. 2009. Advances in career theory and research: critical review and agenda for future 
exploration. Journal of Management, 35, 1452-1571. 
 
Tarafdar, M., Gupta, A., & Turel, O. 2013. The dark side of information technology use. Information Systems 
Journal. DOI: 10.1111/isj.12015 
 
Taylor, F. 1911. The Principles of Scientific Management, Harper: New York. 
 
Taylor, J. R., Groleau, C., Heaton, L. & Van Every, E. J. 2001. The Computerization of Work: A Communication 
Perspective. Thousand Oaks: Sage. 
 
Taylor, J. R. & Van Every, E. J. 2000. The emergent Organization: Communication as its Site and Surface. 
Mahwah, NJ: Lawrence Erlbaum.  

Taylor, P. & Bain, P. 1999. An assembly line in the head’: work and employee relations in the call centre. 
Industrial Relations Journal, 30, 101-117. 
Taylor, P., D'Cruz, P., Noronho, E., & Scholarios, D. 2009. Indian call centres and business process 
outsourcing: A study in union formation. New Technology, Work and Employment, 24(1), 19-42. 
 
Thomas, D. C. 2006. Domain and Development of Cultural Intelligence: The Importance of Mindfulness. Group 
& Organization Management, 31, 78-99. 
 
Treede, R. D., Kenshalo, D. R., Gracely, R. H. & Jones, A. K. 1999. The cortical representation of pain, Pain, 79, 
105-111.  
 
Turkle, S. 1995. Life on the Screen: Identity in the Age of Internet. Simon & Schuster.  
 
Turkle, S. 2011. Alone Together: Why We Expect More from Technology and Less from Each Other. Basic 
Books, New York. 
 
Tutena, T. L., & Neidermeyer, P. E. 2004. Performance, satisfaction and turnover in call centers: The effects of 
stress and optimism. Journal of Business Research, 57, 26-34. 
 
Vardi, Y. & Weitz, E. 2004. Misbehavior in organizations: Theory, research, and management. Mahwah, NJ: 
Lawrence Erlbaum. 
 
Vaughan, D. 1999. The dark side of organizations: Mistake, misconduct, and disaster. Annual review of 
sociology, 271-305. 

Walden, E. A., & Hoffman, J. J. 2007. Organizational form, incentives and the management of information 
technology: Opening the black box of outsourcing. Computers & Operations Research, 34, 3575-3591. 

http://wwwdir.nidcr.nih.gov/dirweb/pnmb/bibliography/ArticleNo95.pdf
http://www.sciencedirect.com/science?_ob=PublicationURL&_tockey=%23TOC%235945%232007%23999659987%23651260%23FLA%23&_cdi=5945&_pubType=J&_auth=y&_acct=C000050221&_version=1&_urlVersion=0&_userid=10&md5=c508bfc41fcceca296ef542b001325db


29 

Weill, P. & Broadbent, M. 1998. Leveraging The New Infrastructure; How Market Leaders 
Capitalize on Information Technology. Harvard Business School Press. 
 
White, M., Hill, S., McGovern, P., Mills, C., & Smeaton, D. 2003. High‐performance ’Management Practices, 
Working Hours and Work–Life Balance. British Journal of Industrial Relations, 41, 175-195. 
 
Wolak, J., Mitchell, K.J., & Finkelhor, D. 2002. Close online relationships in a national sample of adolescents. 
Adolescence, 37, 441-455.  
 
Wright, P. M., & Snell, S. A. 1998. Toward a Unifying Framework for Exploring Fit and Flexibility in Strategic 
Human Resource Management. Academy of Management Review, 23, 756-772.  
 
Yassi, A. 1997. Repetitive strain injuries, Lancet, 349(9056), 943-947.  



30 

 

Repetitive 
Brain 
Injury 

Mental repetitiveness 
& Monotony 
 

Reliance on IT-
mediated behavioral 
scripts 

Emotional 
drainage 

Withdrawal 
behavior 
 

Creativity 

Sabotage 
behavior 
 

Need for 
Achievement 
 

OCB 

Gender 
 

Education 
 

5a 

5c 

5b 

4 

3b 

3a 

2 

1 
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