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Abstract

The inclusion of People with Disabilities (PwD's) in the labor market
is a challenge and a great opportunity for companies. This inclusion process
has the power to generate a great social impact in the life of PwD since they
can be paid and can also play an important role that makes them feel proud
and useful to society. However, this community faces many difficulties both
in their inclusion and during their day-to-day work. This paper, therefore,
focuses on exploring and understanding how organizations welcome these
workers, what emotions they feel and how they manage them, and how well
communication takes place in this context. A mixed methodology was used,
with recourse to qualitative and quantitative research. Fifty disabled workers
and 314 of their co-workers, employees of the Auchan Portugal Group,
participated in the study. The results showed that PwD's recognize their
emotions when interacting with their co-workers, but most of them disguise
themselves when they feel discomfort. The feeling/emotion that mostly
characterizes the daily professional life of these people is pride, which refers
to the importance that work plays in their daily lives. As for organizational
communication, PwD's consider it to be accessible. It was also possible to
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notice that although most PwD feel integrated, they suggest greater sensitivity
from the employer, adapted work, and more accessibility in the workplace.

. _________________________________________________________________________________________________________________________|
Keywords: Communication, disability, emotions, inclusion, workplace

1. Introduction

The inclusion of PwD's in the labor market is one of the most important
points for their inclusion in society. For these people, work tends to strengthen
their place in society, resulting in increased self-esteem to face existing social
barriers (Prates, 2019).

PwD's constantly face several barriers when it comes to the issues of
employment (Ruhindwa et al., 2016). These barriers start from job search and
many of these people consider this stage to be complex, which generates a
high level of stress (Rueda & Andrade, 2016). This can be seen in the
following areas: in recruitment and selection, whereby the hiring of these
people is motivated only by the mandatory nature of the law and the low
supply of vacancies (Lorenzo & Silva, 2017); the lack of training by
companies to work with PwD's (Carreras & Moreno, 2011; Felizardo et al.,
2016); and the lack of continuous follow-up of PwD's after their hiring (Rosa
et al., 2019). Other difficulties experienced by PwD's are related to the
physical conditions in the workplace (Anand & Sevak, 2017) and the lack of
communication within the company, which is often confusing or almost non-
existent (Borges et al., 2020; Roessler et al., 2017). However, the greatest
difficulty experienced by this community is associated with the negative view
that companies have about their inclusion in the labor market, since these
people are often seen as less competent and unable to autonomously perform
their work (Rohmer & Louvet, 2018; Nosenko-Stein, 2017). In a study
conducted by Vaquerano (2019), 70% of PwD's revealed that they had
experienced discrimination from the companies where they worked. Similar
results were presented in the study by Quinn et al. (2016), where PwD's
reported that their access to employment was influenced by perceived
inefficiencies on the part of the employer.

However, there are studies that present alternative views, indicating
that companies have a positive attitude towards hiring PwD's. According to
Sundar et al. (2018), PwD's strive to work and overcome these barriers at
work. These people are often seen as productive and focused (Rueda &
Andrade, 2016), with higher levels of organizational commitment
(Vasconcelos & Maranh&o, 2020). They are well engaged and competitive
with their hiring being an asset to organizations (Gonzalez-Gonzalez, 2017).
In addition, studies have shown that hiring PwD's contributes to the company's
social responsibility (Freitas et al., 2017; Huang & Chen, 2015); improves the
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organization's image with customers (Leopoldino & Coelho, 2017; Hahn et
al., 2018); has a very positive impact; and promotes a culture of inclusion with
employees (Scott et al., 2017).

However, the professional success of this population, as well as of all
people in general, is also dependent on the management of their emotions and
the organizational communication process (Arandiga, 2009). In relation to
workers with disabilities, it was found that they often do not have the
opportunity to express their emotions in a work context and, when they do,
they end up being ignored (Coutinho et al., 2017). Many of these emotions
relate to negative feelings experienced by PwD during their work day due to
attitudes of prejudice and stigma from colleagues and managers. Such
attitudes end up generating an increase in anxiety levels in PwD's, stress,
difficulties in staying in the job (Shahin et al., 2020), and illegal dismissals
and inability to demonstrate and put into practice their skills (Ripat &
Woodgate, 2017; Lieketseng & Lorenzo, 2016). In the study by Pinheiro and
Dellatorre (2015), it was found that colleagues and bosses had feelings of pity,
fragility, and inferiority towards the PwD’s. It was also verified in this study
that PwD's avoided asking for any kind of help from colleagues or managers,
mainly due to feelings of shame. In addition, many employers and co-workers
of PwD's do not know how to deal with the emotions of these employees
(Zappella, 2015). The reasons why PwD’s omits what they feel in the
workplace relate to prejudice, ignorance about the difference, and lack of
compliance with legislation, making them feel uncomfortable (Santos, 2014).
According to Sherbin and Kennedy's (2017) study, it was found that
employees with disabilities who presented their ideas, emotions, and views to
the organization were totally ignored by the organization.

Furthermore, some studies have shown that one of the great difficulties
of PwD's in work integration is communication, which is very confusing and
not very flexible (Borges et al., 2020). Oftentimes, these people remain
isolated in the workplace and they communicate very little with colleagues
and employers. PwD’s are often excluded from work meetings since they
consider that their participation is not important (Pinheiro & Dellatorre, 2015).
According to Sartika and Devita (2020), PwD's hardly reach leadership
positions, not because of their limitations most of the time, but because of the
communicational barriers they face in companies. This makes them
experience more difficulty in their integration as a result of being often
excluded from various functions (Barbra & Mutswanga, 2014; Nota et al.,
2013).

In contrast, it has been found that when there is a good relationship
between co-workers, supervisors, and PwD’s based on cooperation, respect,
interaction and continuous support, as well as transparent and flexible
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communication between everyone, these people stay longer at work (Ripat &
Woodgate, 2017; Galle & Mengden, 2016).

Therefore, this study aimed to understand how the labor market
integrates PWDs, understand the emotions they feel and how they manage
them throughout the work day, and learn how communication is processed in
the workplace. To this end, the following specific objectives were defined: to
know the degree of awareness that disabled workers have about their emotions
in their daily interactions at work; to evaluate the communicative interactions
of PwD's at work; and, finally, to verify to what extent they feel integrated into
the company.

The purpose of this study is to contribute to the unanimous recognition
of the right to work, since employment is of key importance in the process of
social inclusion and economic emancipation of PWDs (Goncalves &
Nogueira, 2012).

2. Methodology

The research was carried out at Auchan Portugal Group, which is an
example of good practices in the area of recruitment and integration of PwD's.

Auchan (formerly Jumbo) is a brand belonging to the French group
“Auchan”, which acquired the Portuguese supermarket chains, Jumbo and
Pao-de-Acucar in 1996. The company's expansion policy in Portugal dictated
the end of these two brands in the first half of 2019. The 147 stores in Portugal
carry the name “Auchan”, in an unequivocal concept of a single brand.

2.1. Sample

The sample was composed of 50 PwD's, employees of the
hypermarkets of the Auchan Group from North to South of Portugal, mostly
male (60%) aged between 30 and 49 years. In relation to the type of disability,
around half of the participants had Intellectual developmental disorders
(50%); followed by participants with Physical or Motor Disability (32%); with
Visual Disability (10%) and Hearing Disability (8%). Also participating in this
study were 314 co-workers of PwD's, most of whom were female (74.4%)
aged between 30 and 49 years.

2.2. Data Collection

In this study, researchers chose the mixed methodology using semi-
structured interviews with disabled workers. The quantitative methodology
used a questionnaire applied to co-workers of disabled workers. The interview
script applied to the workers with disabilities consisted of five blocks of
questions, and some of these blocks contained sub-paragraphs (block 2, 3, and
5). The initial part of the interview contained the sociodemographic
characterization of the interviewee (name, age, gender, academic
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qualifications, type of disability, and number of months/years of work
experience). The questionnaire applied to colleagues with disabilities
contained closed-ended answers and was administered via Google Forms. In
the initial part, this questionnaire contained sociodemographic data, academic
qualifications, marital status, and socioprofessional data - professional
position, area of work and place of work. The response possibilities varied on
a scale of 1 to 5 (1=strongly disagree; 2=disagree; 3= neither agree nor
disagree; 4=agree; 5=strongly agree). The questionnaire consisted of four
groups of questions: the first group contained 8 questions, the second 6
questions, the third 6 questions, and the last 7 questions.

2.3. Data Analysis

The treatment of the collected data included content analysis based on
predefined categories of analysis arising from the literature review and the
research objectives. The questionnaires applied were subjected to statistical
analysis and content analysis. For the qualitative treatment of the data, NVivo
10.1.10. was used, which is a software used for qualitative and mixed-methods
investigations (Bringer et al., 2004). For the statistical treatment of the data,
SPSS 24 (Statistical Package for the Social Sciences) software was used. This
IS because it is considered an extremely powerful tool for manipulating and
deciphering data collected through questionnaires (Gogoi, 2020).

3. Results and Discussion
This section provides analytical information regarding the survey
undertaken on PwD’s at Auchan, Portugal.

3.1.  Analysis of the Semi-structured Interview with PwD

The results of the PwD’s interview revealed that the feeling/emotion
that mostly characterizes the daily work life of PwD's was pride. This can be
verified through some excerpts: "Pride, in myself and in the work I'm doing,
I'm following the rules of the day" (Supermarket operator); "Pride in what |
do, I like what I do and they tell me I know how to work well, that I'm nice to
the customers" (Supermarket operator).

One situation that usually generated intense emotion at work was
"Being called attention for their work", as we can see in some examples
reported by PwD's: “They come into my work to draw my attention to certain
things and at the same time give me orders. It makes me sad. Nobody likes to
be called to attention, right?” (Supermarket operator); “When work doesn't go
the way | would like it to and | am called out by my colleagues for it, and often
not in the best way” (Hypermarket operator). Other situations were:
"Indifference, discrimination and exclusion”, causing a feeling of sadness and
frustration: “Clients don't want to be served by me because I have a disability.
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| often feel this indifference”; “I feel indifference from co-workers. | don't feel
understood. It's not only integrating, but also understanding and defending”
(Telephone Operator); “Sometimes | feel that 1 am excluded from work
meetings. That makes me a little dissatisfied” (Telephone Operator).

Most PwD's do not clearly tell the other which emotion they felt and
disguise the discomfort of the emotions they felt. They tell the other which
behavior caused them discomfort.

As for organizational communication, PwD’s consider it accessible.
They did not find the communication channels confusing, and this can be
verified in the speech of some of them: “My manager points out the tasks on
the little sheet, and | see it. We also communicate by phone, these forms of
communication now. There are also face-to-face meetings. We also talk to
other sectors, and | know everybody.” (Parapharmacy Assistant); “At first as |
was ashamed it wasn't easy, | didn't know how they would react to me. But
now it's easy. We use the phone to communicate (...), It doesn't cause me any
confusion, it's fine with me” (Administrative Assistant- HR).

Most of the participants consider that the values and vision of the
organization were clearly transmitted. This shows that there is a constant and
collaborative interaction with the person in charge and with the colleagues. In
their current job, most of the participants joined through entities. Thus, they
feel included as they have attended vocational training and no specific
adaptation has taken place.

In order to provide a greater professional insertion of PwD, they would
like to see "More job opportunities” modified, "Greater sensitivity from
employers" and "Work adapted to the person and his/her disability":

“I think we need to open people's minds more. Sometimes we are
almost considered invalids and for us it's quite complicated (...). We can do
as much, equal, or better than so-called normal people (...).We need better
working conditions. It also is necessary to have more humanism. People are
not human and there is discrimination in the world ’(Cashier Operator).

“Change, improve the working conditions for each disability let's say
(...). Who has to do this is the entity with the help of the state, because the
state has to help in the integration of people. It can be done by asking for
applications or arranging platforms that give access to get the benefits (...).
Some incentives from the state for companies. That nowadays there are
already, something more attractive for people, for companies to integrate
people with disabilities” (Hypermarket operator).

Companies should have more faith in the ability of the disabled. To
know if a person is good, you have to give them a chance, to know if they
exceed your expectations. They put too many barriers and don't give the
benefit of the doubt. We are not properly exploited in the labor market. They
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should give us more opportunities and give us a trial run” (Telephone
Operator).

3.2. Quantitative Analysis of the Questionnaire to PwD Co-workers

The results of the questionnaire to PwD co-workers, regarding the four
dimensions under study: General Perception of Hiring; Emotional
Intelligence; Interpersonal Communication; and Integration/Insertion in the
Workplace, indicated that the vast majority of PwD co-workers agreed with
the items of the four dimensions. Therefore, this suggests a positive score with
the themes under study. In the dimension General Perception of Hiring, the
item "Hiring PwD contributes to the social responsibility of the company" was
the one that obtained the highest degree of agreement from almost all the
participants (92.7%). In the following two items, they neither agreed nor
disagreed on an average. Nevertheless, a part agreed with "PwD have more
difficulty understanding or performing a task" (30%) and "PwD have less
productivity” (23.6%). In the Emotional Intelligence dimension, the item "I
like to share my emotions with PwD" only a little more than half agreed with
this fact (55.7%). In the dimension Interpersonal Communication, regarding
the item "The PwD does not adopt inappropriate attitudes/behaviors in the
organization”, about half of the PwD co-workers disagreed or totally
disagreed with this fact (51%), while 33.8% neither agreed nor disagreed. In
the item "Living with PwD improves the organizational climate"”, part of the
participants neither agreed nor disagreed with this fact (42%).

Most of the PwD's co-workers agreed (92.7%) that hiring PwD's
contributes to the company's social responsibility. Similarly, in the study by
Estevam et al. (2020), half of the sample reported that the inclusion of PwD's
in the labor market is a matter of social responsibility and that everyone must
ensure that this practice is fulfilled. Also, in the study of Vargas (2014), social
responsibility was pointed out as the main reason for hiring PwD's.

Only a small proportion of PwD co-workers agreed (30%) that PwD
have more difficulty understanding or performing a task. These results are in
line with those of the study by Doolabh (2018), which showed that most PwD
co-workers agreed that PwD's are perfectly capable of understanding and
performing tasks, provided they have the right working conditions. Only a
small portion of PwD co-workers agreed (23.5%) that PwD's have lower
productivity, which is in line with the results of Silva et al. (2018) who showed
that most managers (90%), despite considering this group as people with
limitations, also saw them with the potential to perform a good job. Regarding
the fact that PwD stand out for their dedication to work, most PwD co-workers
(59.9%) agreed with this fact. Furthermore, Analuisa-Zumba et al. (2020)
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found that PwD's are seen by co-workers as dedicated, enthusiastic, and very
committed to the assigned tasks.

Most of the PwD's co-workers agreed (79.3%) that they could see the
positive side of having a PwD in the workplace. Miranda and Souza (2020)
concluded that the inclusion of PwD in companies is able to attract new types
of consumers, besides promoting a social and psychological rehabilitation,
since the feeling of productivity contributes to improve the quality of work
life. Similarly, in the study by Lindsay et al. (2018), it was found that one of
the benefits for companies in hiring PwD's is to gain competitive advantage
through attracting diverse customers, customer loyalty and satisfaction, and
inclusive work culture.

Most of the PwD's co-workers agreed (72.3%) that hiring a PwD
improves the organization's image with the workers. According to Scott et al.
(2017), hiring people with autism or another type of disability improves the
company's image with the employees, which has a very positive impact and
promotes a culture of inclusion.

The majority of the PwD's co-workers agreed (83.4%) that PwDs can
adequately perform their jobs as long as they have the right working
conditions. These results are in line with those of Sartika and Devita's study
(2020) which showed that the PwD's work skills such as intellectual,
emotional, and social skills were good. Thus, this suggests that these people
can perfectly perform the job as long as they meet the appropriate conditions
to do so.

3.2.1. Emotional Intelligence

Two-thirds of the PwD's co-workers (66.5%) agreed that they easily
recognize the PwD's emotions through their behavior and facial expressions.
Also, 71.3% agreed with the fact that they are aware of the non-verbal
messages they convey to the PwD, and these results coincide with those of
Espinoza (2019) who concluded that for some bosses, PwDs are treated as
very fragile and sensitive people. As a result, they are careful how they express
themselves (verbally or non-verbally) to them. The majority (85.4%) agreed
that it helps the PwD feel better when they are unmotivated (sad); 89.2%
agreed that when PwDs talk about an important event in their life, they are
sensitive to their feelings and emotions. Similarly, Mik-Meyer (2016) found
that one of the main behaviors of colleagues with PwDs was being
overprotective and helpful, as they were all very careful and delicate in dealing
with these people on a daily basis, by always being attentive to their feelings
and emotions. Most of the PwD's co-workers agreed (87.6%) to recognize and
understand the PwD's limitations. Espinoza (2019) found that the PwD's
coworkers were aware of their limitations and helped them whenever they
could because they need constant support. According to the author, this
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corresponds to a hierarchical view where employees have the perception that
PwDs are dependent, not very competent, and slower.

3.2.2. Interpersonal Communication

The majority of the PwD co-workers agreed (83.4%) that, in general,
there is good communication with the PwD. These results are in line with those
of Kitis et al. (2017) who concluded that the employee with intellectual
disabilities is seen as communicative, sociable, honest, sincere, and punctual
at work. The co-workers of the PwD disagreed that the PwD usually have
problems in relationships with colleagues. Heera and Devi (2016), in turn,
concluded that employers are usually concerned about the impact that the
PwD's low performance may have on other employees and their ability to
comply with rules within the organization, which may create problems in the
relationship between team members. About half of the PwD’s co-workers
disagreed (51%) that the PwD may adopt inappropriate attitudes/behaviors in
the organization. However, some (33.8%) neither agree nor disagree with this
fact. In the study by Henao (2016), some colleagues reported having already
felt some discomfort while working with PwDs, due to the fact that they had
already behaved inappropriately in the organization.

Most of the PwD's co-workers agreed (76.1%) that the PwD has
contact/interaction with the different workers/departments. These results are
different from those found in the study by Nota et al. (2013), which revealed
that employers interacted very little with employees with disabilities, and
when they did it was not directly, but rather through intermediaries. Just over
half of the PwD co-workers agreed that living with the PwD improves the
organization's climate (54.1%). Also, Lanzo (2018) verified that the
companies considered PwDs as valuable elements in the organization because
they create a better working environment and their integration makes people
around them realize what they are capable of doing, thereby eliminating
unnecessary stigmas.

3.2.3. Integration / Insertion in the Workplace

82.8% of PwD’s co-workers agreed that the company aims to promote
the social inclusion of PwD. In the study by Manguinhas (2016), it was found
that the companies under study aim to include PwDs by perceiving their hiring
in a very positive way.

A lower percentage of the PwD’s co-workers (60.8%) agreed that the
company is structurally prepared to receive a PwD. The study by Milanovic-
Dobrota (2018) concludes that the main barriers in hiring PwDs consist of the
lack of professional experience of this group, the lack of incentives to hire
them, and the need for physical adaptation of the work environment. Less than
half of the PwD's co-workers (47.5%) agreed that they made the necessary
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adaptations to receive the PwD. In the study by Silva et al. (2018), it was also
found that most employees stated that companies have a good degree of
qualification to meet the needs of employees with disabilities.

About half of the PwD’s co-workers (55.4%) disagreed that they had
received training/information that would prepare them to work with a PwD.
These results are in line with findings in the literature, which have shown that
coworkers and managers of PwDs have not received training to work with this
population (Carreras & Moreno, 2011; Rosa et al., 2019). According to Rosa
et al. (2019), this practice by the organization can be a major hindrance to the
inclusion of PwD's in the workplace, as colleagues may not be prepared to
train them properly or they might be unwilling to do so.

A majority of the PwD's co-workers agreed (71.7%) that all co-workers
accepted the PwD well. These results are in agreement with those of Silva et
al. (2018) who reported that there was no difficulty in adaptation by other
employees, and everyone accepted the PwDs.

In addition, a large percentage of the PwD's co-workers agreed
(77.1%) that the PwDs is well integrated into the organizational environment.
According to Silva et al. (2018), this perspective varies based on the
expectations of each employee.

Conclusion

The results showed that PwD's recognize their emotions when
interacting with co-workers. The feeling/emotion that mostly characterizes the
daily professional life of these people is pride.

However, despite knowing what generates an intense emotion, most of
the interviewees were not clearly explicit in revealing their deeper emotions.
The participants, for the most part, did not find the communication channels
confusing. Furthermore, they reported that there was clear and direct
communication when the company conveyed its values and vision. It is also
concluded that the employer has the objective of promoting the social
inclusion of PwD and is structurally prepared to receive these people, being
up to date with the legislation in force. Moreover, it was verified that, although
most PwD feel integrated, they suggest greater sensitivity from the employer,
adapted work, and more accessibility in the workplace.

Regarding the PwD's co-workers, the present study revealed that the
vast majority of the participants agreed that hiring the PwDs contributes to
social responsibility. In addition, the results indicate that the majority of
colleagues believe that the company aims to promote the social inclusion of
PwD.

This study also showed that colleagues have a positive perception of
the professional performance of PwD's, since they stated that they stand out
for their dedication to work. The interviewed colleagues see the positive side
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of having a PwD in the workplace, which means that these colleagues consider
it an advantage for employers to hire PwDs. In addition, colleagues agree that
hiring a PwD improves the organization's image with customers and
employees alike.

Taking into consideration that it is a subject of little knowledge and

recent for many people, it was possible to create an insight into the subject for
the PwD's themselves, as well as for their managers and colleagues, since
broadening knowledge will be beneficial to both.
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