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This study investigates the changing nature of work in Canada’s growing service sector, 

SDUWLFXODUO\�DV�LW�UHODWHV�WR�WKH�UROH�RI�FXVWRPHUV��$�PXOWL�GHFDGH�VHULHV�RI�DGYDQFHPHQWV�

DVVRFLDWHG�ZLWK�QHZ�WHFKQRORJLHV��H�J���SURGXFWLRQ�WHFKQRORJLHV��DQG�IDVWHU�

FRPPXQLFDWLRQV���WKH�SHQHWUDWLRQ�RI�QHROLEHUDO�SROLFLHV�DQG�LQWHUQDWLRQDO�DJUHHPHQWV�

�H�J���PDUNHW�OLEHUDOL]DWLRQ��GHUHJXODWLRQ��DQG�SULYDWL]DWLRQ���DQG�WKH�JURZWK�RI�

NQRZOHGJH�EDVHG�LQGXVWULHV��KDYH�LPSDFWHG�KRZ�LQGLYLGXDOV�H[SHULHQFH�VHUYLFH�ZRUN�LQ�

&DQDGD��:KDW�KDV�EHHQ�ODUJHO\�XQGHU�GHYHORSHG��XQWLO�UHFHQWO\��LQ�WKHRUL]LQJ�DERXW�WKHVH�

WUDQVIRUPDWLRQV�LV�DQ�LQYHVWLJDWLRQ�RI�WKH�SRVLWLRQ�RI�FXVWRPHUV�DQG�WKHLU�VWLOO�XQIROGLQJ�

FRQWULEXWLRQV�WR�FKDQJH�IRU�SDUWLFLSDQWV�LQ�WKH�HFRQRP\��,Q�WKH�VRFLRORJ\�RI�ZRUN�

OLWHUDWXUH��TXHVWLRQV�KDYH�HPHUJHG�DV�WR�WKH�H[WHQW�WR�ZKLFK�WKH�ULVH�RI�WKH�FXVWRPHU—DQG�

FXVWRPHU�SRZHU—KDV�IXQGDPHQWDOO\�DOWHUHG�DQG�RSHQHG�XS�WKH�VWDQGDUG�ZRUNHU�PDQDJHU�

HPSOR\PHQW�UHODWLRQVKLS��

This study further develops the “triangle of power” perspHFWLYH��/RSH]��������

0F&DPPRQ�DQG�*ULIILQ��������.RUF]\QVNL���������KLJKOLJKWLQJ�WKH�GLUHFW�LPSDFW�

FXVWRPHUV�KDYH�RQ�WKH�ODERXU�SURFHVV��,W�DGGUHVVHV�KRZ�WKH�WUDGLWLRQDO�ZRUNHU�PDQDJHU�

G\DG�LV�JLYLQJ�ZD\�WR�D�WULDQJXODU�UHODWLRQVKLS��,Q�H[DPLQLQJ�WKH�UHODWLRQVKLS�EHWZHHQ�

ZRUNHU��PDQDJHU��DQG�FXVWRPHU��WKLV�VWXG\�FRQWULEXWHV�D�QXDQFHG�XQGHUVWDQGLQJ�RI�KRZ�

WKH�HPHUJHQFH�RI�D�WULDQJOH�RI�SRZHU�LQ�DQ�XSSHU�WLHU�VHUYLFH�RUJDQL]DWLRQ�KDV�LPSDFWHG�

ZRUNHUV—ERWK�LQ�WHUPV�RI�WKHLU�GDLO\�VXEMHFWLYH�H[SHULHQFH�RI�ZRUN��DQG�DOVR�LQ�UHODWLRQ�

WR�KRZ�WKH\�DFFHVV�RUJDQL]DWLRQDO�RSSRUWXQLWLHV�DQG�UHZDUGV��7KURXJKRXW��WKLV�

GLVVHUWDWLRQ�HPSKDVL]HV�WKH�FKDOOHQJHV�ZRUNHUV�IDFH�DV�WKH\�QDYLJDWH�WKH�VHUYLFH�WULDQJOH�

LQ�D�ZRUOG�RI�ZRUN�LQFUHDVLQJO\�PDUNHG�E\�FRPSHWLWLRQ��LQVHFXULW\��DQG�ULVN��
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0\�ILQGLQJV�DUH�EDVHG�RQ�a qualitative case study of “7KH�%DQN” (a pseudonym 

for one of Canada’s big�ILYH�EDQNV���ZKHUH�,�FRQGXFWHG�LQWHUYLHZV�ZLWK����SDUWLFLSDQWV�

DQG�URXJKO\�����KRXUV�RI�SDUWLFLSDQW�REVHUYDWLRQ��7KLV�VWXG\�DGGUHVVHV�WKH�IROORZLQJ�

UHVHDUFK�TXHVWLRQV�����:KDW�IDFWRUV�LQIOXHQFH�ZKHWKHU�PDQDJHUV�RU�FXVWRPHUV�KDYH�PRUH�

SRZHU�RYHU�ZRUNHUV�LQ�VSHFLILF�VHUYLFH�ZRUN�FRQWH[WV"����:KDW�DUH�WKH�SURFHVVHV�RI�

FRQWURO�WKDW�RSHUDWH�ZLWKLQ�WKH�VHUYLFH�WULDQJOH"����+RZ�GR�ZRUNHUV�SDUWLFLSDWH�LQ�

HPRWLRQDO�ODERXU��+RFKVFKLOG��������ZLWKLQ�WKH�VHUYLFH�WULDQJOH"����+RZ�GRHV�

SDUWLFLSDWLRQ�LQ�WKH�WULDQJOH�RI�SRZHU�LPSDFW�VWUXFWXUDO�RSSRUWXQLWLHV�LQ�WKH�ZRUNSODFH"��

,Q�WHUPV�RI�FRQWULEXWLRQV��ILUVW��,�GHYHORS�WKH�FRQFHSW�RI�WKH�IOH[LEOH�WULDQJOH�RI�

SRZHU��KLJKOLJKWLQJ�WKH�ZD\�WKDW�SRZHU�IORZV�LQ�PXOWLSOH�GLUHFWLRQV�EHWZHHQ�ZRUNHUV��

PDQDJHUV��DQG�FXVWRPHUV��+HUH��DGYDQFLQJ�PDQDJHU�GRPLQDQW�DQG�FXVWRPHU�GRPLQDQW�

PRGHOV��,�GHYHORS�DQ�DQDO\VLV�RI�KRZ�ZRUNHUV�DQG�FXVWRPHUV�SDUWLFLSDWH�LQ�FRQWURO�

PHFKDQLVPV��:LWK�ZRUNHUV�PRUH�RIWHQ�DW�WKH�FHQWUH�RI�FRQWURO�SURFHVVHV��ZRUNHUV�DQG�

FXVWRPHUV�DUH�HDFK�FDSDEOH�WR�H[HUWLQJ�SRZHU�RYHU�ZRUNHUV���

$V�D�VHFRQG�GLPHQVLRQ�RI�WKH�IOH[LEOH�VHUYLFH�WULDQJOH��WKLV�VWXG\�H[DPLQHV�WKH�

VXEMHFWLYH�DVSHFWV�RI�FRQWURO��+RFKVFKLOG��������GHILQHV�HPRWLRQDO�ODERXU�DV�WKH�

“management of feeling to create a publicly observable facial and bodily display” (p. 7). 

$Q�LQWHJUDO�SDUW�RI�LQWHUDFWLYH�VHUYLFH�ZRUN��LW�LQYROYHV�ZRUNHUV�SHUIRUPLQJ�HPRWLRQV�DV�

SDUW�RI�WKHLU�MREV��<HW��VHUYLFH�ZRUN�IUHTXHQWO\�UHTXLUHV�LQGLYLGXDOV�WR�SDUWLFLSDWH�LQ�

HPRWLRQDO�ODERXU�WKDW�LV�KLJKO\�FRQWUROOHG�DQG�VWUXFWXUHG��7KHUHIRUH��WKH�FDSDFLW\�IRU�

ZRUNHUV�WR�GHYHORS�DXWKHQWLF�UHODWLRQVKLSV�ZLWK�FXVWRPHUV�EDVHG�RQ�JHQXLQH�LQWHUDFWLRQV�

LV�DOVR�FKDOOHQJHG��,�IRXQG�WKDW�ZRUNHUV�SHUIRUPHG�HPRWLRQV�EDVHG�RQ�FRPPHUFLDO�

�LQVWUXPHQWDO��DQG�RU�QRQ�FRPPHUFLDO��FDULQJ��PRWLYDWLRQV�DQG��DFFRUGLQJO\��IRUPHG�
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WHPSRUDU\�DOOLDQFHV�ZLWK�PDQDJHUV�RU�FXVWRPHUV��+HUH��,�WKHUHIRUH�SD\�VSHFLDO�

consideration to workers’ agency as they go about SDUWDNLQJ�LQ�UHODWLRQVKLSV�ZLWKLQ�WKH�

IOH[LEOH�WULDQJOH��

7KLUG��WKLV�VWXG\�VXJJHVWV�WKDW�WKH�HPHUJHQFH�RI�WKH�WULDQJOH�RI�SRZHU�LQ�XSSHU�WLHU�

VHUYLFH�ZRUN�KDV�LQFUHDVHG�WKH�DPRXQW�RI�LQVHFXULW\�DQG�ULVN�WKDW�ZRUNHUV�H[SHULHQFH��,�

GHPRQVWUDWH�KRZ�WKH�ULVH�LQ�LQGLYLGXDO�FRPSHWLWLRQ�EHWZHHQ�ZRUNHUV�FKDUDFWHULVWLF�RI�

VHUYLFH�WULDQJOH�ZRUN�KDV�FRQWULEXWHG�WR�WKH�UHSURGXFWLRQ�RI�VRFLDO�LQHTXDOLWLHV�LQ�WKH�

ZRUNSODFH��ZKHUH�RSSRUWXQLWLHV�IRU�DGYDQFHPHQW�DQG�UHZDUGV�DUH�QRW�GLVWULEXWHG�HTXDOO\�

DPRQJVW�ZRUNHUV���
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7KLV�WKHVLV�LV�DQ�RULJLQDO�ZRUN�E\�:LOOLDP�$QGUHZ�6LOYHU��7KH�UHVHDUFK�SURMHFW��RI�ZKLFK�
WKLV�WKHVLV�LV�D�SDUW��UHFHLYHG�UHVHDUFK�HWKLFV�DSSURYDO�IURP�WKH�8QLYHUVLW\�RI�$OEHUWD�
5HVHDUFK�(WKLFV�%RDUG��Who’s the boss?��352�������������2FWREHU�������
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7R�0HJ��P\�SDORYHU��IHOORZ�DGYHQWXUHU��OLIHORQJ�VXSSRUWHU��There’s no where else I’d 
UDWKHU�EH�WKDQ�E\�\RXU�VLGH��
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0DUNLQJ�WKH�FXOPLQDWLRQ�RI�P\�MRXUQH\�WKURXJK�WKH�VRFLRORJ\�3K'�SURJUDP��WKH�

FRPSOHWLRQ�RI�WKLV�GRFWRUDO�GLVVHUWDWLRQ�ZRXOG�QRW�KDYH�EHHQ�SRVVLEOH�ZLWKRXW�WKH�

JHQHURXV�VXSSRUW�RI�D�QXPEHU�RI�LPSRUWDQW�PHQWRUV��FROOHDJXHV��IULHQGV��DQG�IDPLO\��,�

ZRXOG�OLNH�WR�DOVR�DFNQRZOHGJH�WKH�6RFLDO�6FLHQFHV�DQG�+XPDQLWLHV�5HVHDUFK�&RXQFLO�

�66+5&��IRU�IXQGLQJ�WKLV�VWXG\��

� 7KDQNV�LPPHQVHO\�WR�P\�3K'�VXSHUYLVRU��'U�.DUHQ�+XJKHV��ZKR�SURYLGHG�

HQGOHVV�HQFRXUDJHPHQW�DQG�VXSSRUW��6KH�FRQWULEXWHG�DQ�LQVWUXPHQWDO�UROH�LQ�KHOSLQJ�PH�

GHYHORS�DQG�UHILQH�P\�LGHDV�DQG�DUJXPHQWV��+HU�NLQGQHVV��SDWLHQFH��DQG�SRVLWLYLW\�ZDV�

VHHPLQJO\�OLPLWOHVV��DQG�,�FRXOG�QRW�KDYH�PDGH�LW�WKURXJK�WKH�SURFHVV�ZLWKRXW�KHU��

� 6HYHUDO�IDFXOW\�PHPEHUV�DW�WKH�8QLYHUVLW\�RI�$OEHUWD�DOVR�FRQWULEXWHG�

VLJQLILFDQWO\�WR�P\�GHYHORSPHQW�DV�D�VRFLRORJ\�RI�ZRUN�UHVHDUFKHU��'U�6DUD�'RURZ��'U�

+DUYH\�.UDKQ��DQG�'U�'RPLQLTXH�&OHPHQW�RIIHUHG�JHQHURXV�DQG�KHOSIXO�DGYLFH�

WKURXJKRXW�P\�SURJUDP��7KDQNV�DOVR�WR�P\�RWKHU�GLVVHUWDWLRQ�FRPPLWWHH�PHPEHUV��'U�

0LFKHOOH�0DURWR�DQG�'U�7ULVK�5HD\��DV�ZHOO�DV�P\�H[WHUQDO�H[DPLQHU��'U�.LUDQ�

0LUFKDQGDQL��IRU�WKHLU�WLPH��IHHGEDFN��DQG�LQVLJKWV���

� &ROOHDJXHV�'DHQD�&URVE\��/DXUD�$\OVZRUWK��.HOO\�6WUXWKHUV�0RQWIRUG��0LFKDHO�

=DMNR��-LOOLDQ�3DUDJJ��DQG�5RELQ�:LOOH\�ZHUH�ZRQGHUIXO��DPD]LQJ�SHRSOH�WR�WUDYHO�

WKURXJK�WKH�3K'�SURJUDP�DORQJVLGH��7KH�FDPDUDGHULH�WKH\�KDYH�RIIHUHG�KDV�EHHQ�JUHDWO\�

DSSUHFLDWHG���

� ,�DP�H[WUHPHO\�JUDWHIXO�WR�P\�IDPLO\��0HJ��P\�SDUWQHU��LQ�SDUWLFXODU��6KH�OLVWHQHG�

WR�PH��HQFRXUDJHG�PH��DQG�ORYLQJO\�PRWLYDWHG�PH�WR�SXUVXH�DQG�FRPSOHWH�WKLV�SURMHFW��
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� )LQDOO\��WKDQNV�WR�DOO�RI�WKH�EDQNLQJ�ZRUNHUV�ZKR�DJUHHG�WR�SDUWLFLSDWH�LQ�WKLV�

UHVHDUFK��7KH�WLPH�DQG�FRQVLGHUDWLRQ�WKH\�DIIRUGHG�PH�ZDV�JHQHURXV��7KLV�VWXG\�ZRXOG�

EH�QRWKLQJ�ZLWKRXW�WKHP��
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7DEOH�RI�&RQWHQWV�
&KDSWHU����,QWURGXFWLRQ�����������������������������������������������������������������������������������������������������������
���� ,QWURGXFWLRQ����������������������������������������������������������������������������������������������������������������
���� $�FXVWRPHU�RULHQWHG�VHUYLFH�HFRQRP\�����������������������������������������������������������������������
���� 5HVHDUFK�TXHVWLRQV�DQG�PDLQ�DUJXPHQWV�������������������������������������������������������������������
���� 2XWOLQH�RI�FKDSWHUV����������������������������������������������������������������������������������������������������

&KDSWHU����5HYLVLWLQJ�WKH�EDQN�DQG�UHVHDUFKLQJ�WKH�WULDQJOH�RI�SRZHU����������������������������������
����,QWURGXFWLRQ������������������������������������������������������������������������������������������������������������������
����6LWXDWLQJ�WKH�RUJDQL]DWLRQ�DQG�WKH�VWXG\����������������������������������������������������������������������
����5HVHDUFK�PHWKRGV��������������������������������������������������������������������������������������������������������
������,QWHUYLHZV��������������������������������������������������������������������������������������������������������������
������3DUWLFLSDQW�REVHUYDWLRQ������������������������������������������������������������������������������������������
������'RFXPHQWV������������������������������������������������������������������������������������������������������������

����1HJRWLDWLQJ�ZLWK�WKH�SDVW���������������������������������������������������������������������������������������������
����'DWD�DQDO\VLV����������������������������������������������������������������������������������������������������������������
����&RQFOXVLRQ�������������������������������������������������������������������������������������������������������������������

&KDSWHU����&XVWRPHU�RULHQWHG�RUJDQL]DWLRQDO�FKDQJH�DQG�WKH�HPHUJHQFH�RI�D�WULDQJOH�RI�
SRZHU�LQ�EDQNLQJ�ZRUN����������������������������������������������������������������������������������������������������������
����,QWURGXFWLRQ������������������������������������������������������������������������������������������������������������������
����%DQNLQJ�LQ�D�VHUYLFH�HFRQRP\�������������������������������������������������������������������������������������
����&XVWRPHU�RULHQWHG�VWUXFWXUDO�FKDQJH�LQ�EDQNLQJ���������������������������������������������������������
������&KDQJLQJ�UROHV�DQG�H[SHFWDWLRQV��������������������������������������������������������������������������
������)ODWWHQLQJ�RI�PDQDJHPHQW�VWUXFWXUHV��������������������������������������������������������������������
������&RDFKLQJ�DQG�WHDPZRUN���������������������������������������������������������������������������������������

����&RQFOXVLRQ�������������������������������������������������������������������������������������������������������������������
&KDSWHU����&RQWURO�DQG�WKH�WULDQJOH��%XLOGLQJ�D�IOH[LEOH�PRGHO�RI�FRQWURO����������������������������
����,QWURGXFWLRQ������������������������������������������������������������������������������������������������������������������
����&RQWURO�DQG�FRQVHQW�LQ�DQ�XSSHU�WLHU�VHUYLFH�RUJDQL]DWLRQ������������������������������������������
������$�WKUHH�GLPHQVLRQDO�DSSURDFK�WR�FRQWURO��������������������������������������������������������������

����$�WULDQJXODU�PRGHO�RI�FRQWURO��������������������������������������������������������������������������������������
������$�IOH[LEOH�PRGHO�RI�FRQWURO�����������������������������������������������������������������������������������
������:RUNHU�FHQWHUHG�FRQWURO���������������������������������������������������������������������������������������

����&RQFOXVLRQ������������������������������������������������������������������������������������������������������������������
&KDSWHU����(PRWLRQ��DXWKHQWLFLW\��DQG�VKLIWLQJ�DOOLDQFHV�LQ�WKH�IOH[LEOH�VHUYLFH�WULDQJOH�����
����,QWURGXFWLRQ�����������������������������������������������������������������������������������������������������������������
����&RQFHSWXDOL]LQJ�HPRWLRQ�LQ�WKH�WULDQJOH�RI�SRZHU������������������������������������������������������
����(PRWLRQ�DQG�VKLIWLQJ�DOOLDQFHV�LQ�WKH�VHUYLFH�WULDQJOH������������������������������������������������
������7KH�LQWHQVLILFDWLRQ�RI�FRQWURO�DQG�WKH�SXVK�IRU�D�ZRUNHU�PDQDJHU�DOOLDQFH��������
������$JHQF\�DQG�WKH�UROH�RI�LQGLYLGXDO�ZRUNHUV��PDQDJHU��DQG�FXVWRPHUV�����������������

����&RQFOXVLRQ������������������������������������������������������������������������������������������������������������������
&KDSWHU����,QVHFXULW\�DQG�LQHTXDOLW\�LQ�WKH�VHUYLFH�WULDQJOH�������������������������������������������������
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����,QWURGXFWLRQ�����������������������������������������������������������������������������������������������������������������
����,QHTXDOLW\�DQG�VWUDWLILFDWLRQ�LQ�XSSHU�WLHU�VHUYLFH�ZRUN����������������������������������������������
������&ODVVLFDO�DQG�FRQWHPSRUDU\�DFFRXQWV�RI�LQHTXDOLW\���������������������������������������������
������&KDQJLQJ�RUJDQL]DWLRQV��HOHYDWHG�LQVHFXULW\�DQG�ULVN������������������������������������������
������,QHTXDOLW\��VRFLDO�ORFDWLRQ��DQG�VHUYLFH�ZRUN�������������������������������������������������������

����,QGLYLGXDOL]HG�LQVHFXULW\�DQG�ULVN�������������������������������������������������������������������������������
������7DUJHWLQJ�LQGLYLGXDO�ZRUNHU�FXVWRPHU�UHODWLRQVKLSV�������������������������������������������
������&RPSHWLQJ��ZLWK�FR�ZRUNHUV��IRU�FXVWRPHUV�������������������������������������������������������

����7KH�SHUSHWXDWLRQ�RI�VWUXFWXUDO�LQHTXDOLWLHV�LQ�WKH�VHUYLFH�WULDQJOH������������������������������
������&DSLWDO�V���JHQGHU��DQG�FXVWRPHUV������������������������������������������������������������������������
������5DFH�DQG�WKH�VHUYLFH�WULDQJOH�������������������������������������������������������������������������������

����&RQFOXVLRQ������������������������������������������������������������������������������������������������������������������
&KDSWHU����&RQFOXVLRQV���������������������������������������������������������������������������������������������������������
����,QWURGXFWLRQ�����������������������������������������������������������������������������������������������������������������
����0DLQ�WKHPHV����������������������������������������������������������������������������������������������������������������
����&RQWULEXWLRQV���������������������������������������������������������������������������������������������������������������
����,PSOLFDWLRQV�DQG�IXUWKHU�UHVHDUFK��������������������������������������������������������������������������������

5HIHUHQFHV�����������������������������������������������������������������������������������������������������������������������������
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7DEOH������'HVFULSWLRQ�RI�PDLQ�SDUWLFLSDQW�JURXSV����������������������������������������������������������������
7DEOH������3DUWLFLSDQWV�E\�FDWHJRU\����������������������������������������������������������������������������������������
7DEOH������3DUWLFLSDQWV�E\�JHQGHU�DQG�DJH�����������������������������������������������������������������������������
7DEOH������3DUWLFLSDQWV�E\�UDFH�����������������������������������������������������������������������������������������������
7DEOH������7\SHV�RI�FRQWURO�SUHVHQW�DW�WKH�EUDQFK�DQG�FRPPHUFLDO�VLWHV�������������������������������
7DEOH������6DPSOH�&65�VLGH�E\�VLGH�FKHFNOLVW����������������������������������������������������������������������
7DEOH������$�ZRUNHU�PDQDJHU�FXVWRPHU�WULDQJXODU�PRGHO�RI�FRQWURO������������������������������������
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)LJXUH������2UJDQL]DWLRQ�RI�EUDQFK�ZRUNHUV��������������������������������������������������������������������������
)LJXUH������2UJDQL]DWLRQ�RI�FRPPHUFLDO�ZRUNHUV������������������������������������������������������������������
)LJXUH������%UDQFK�MRE�WLWOHV�LQ�WKH�HDUO\�����V���������������������������������������������������������������������
)LJXUH������%UDQFK�MRE�WLWOHV�LQ������������������������������������������������������������������������������������������
)LJXUH������&RPPHUFLDO�MRE�WLWOHV�LQ�WKH�HDUO\�����V�������������������������������������������������������������
)LJXUH������&RPPHUFLDO�MRE�WLWOHV�LQ����������������������������������������������������������������������������������
Figure 4.1: Typical “lower�ranked” TYC������������������������������������������������������������������������������
Figure 4.2: Typical “hiJKHU�ranked” TYC�����������������������������������������������������������������������������
)LJXUH������0DQDJHU�GRPLQDQW�FRQWURO����������������������������������������������������������������������������������
)LJXUH������&XVWRPHU�GRPLQDQW�FRQWURO���������������������������������������������������������������������������������
)LJXUH������0DQDJHU�FXVWRPHU�FRQWURO����������������������������������������������������������������������������������
)LJXUH������:RUNHU�FHQWHUHG�WULSDUWLWH�V\VWHP�RI�FRQWURO������������������������������������������������������
Figure 4.7: “Having a baby” TYC�����������������������������������������������������������������������������������������
)LJXUH������:RUNHU�PDQDJHU�	�ZRUNHU�FXVWRPHU�DOOLDQFHV�������������������������������������������������
Figure 5.2: “Observing the environment” TYC��������������������������������������������������������������������
Figure 5.3: “Sports” TYC�����������������������������������������������������������������������������������������������������
)LJXUe 5.4: “Sensitive” TYC�������������������������������������������������������������������������������������������������
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�
�
%UDQFK�ZRUNHUV�

x� &XVWRPHU�VHUYLFH�UHSUHVHQWDWLYHV��&65V��
x� )LQDQFLDO�VHUYLFH�FRRUGLQDWRUV��)6&V��
x� )LQDQFLDO�VHUYLFHV�PDQDJHUV��)60V��
x� )LQDQFLDO�SODQQHUV��)3V��
x� $VVLVWDQW�EUDQFK�PDQDJHUV��$%0V��
x� %UDQFK�PDQDJHUV��%0V��

�
�
&RPPHUFLDO�ZRUNHUV�

x� &RPPHUFLDO�VHUYLFHV�RIILFHUV��&62V��
x� &RPPHUFLDO�UHODWLRQVKLS�PDQDJHUV��&50V��
x� &RPPHUFLDO�VHUYLFHV�PDQDJHUV��0*5&62V��
x� &RPPHUFLDO�DUHD�PDQDJHUV��&$0V��

�
�
�

� �
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Chapteƌ ϭ: IŶtƌoduĐtioŶ�
�

“Conflict�DQG�FRQVHQW�DUH�QHLWKHU�ODWHQW�QRU�XQGHUO\LQJ�EXW�UHIHU�WR�GLUHFWO\�
REVHUYDEOH�DFWLYLWLHV�WKDW�PXVW�EH�JUDVSHG�LQ�WHUPV�RI�WKH�RUJDQL]DWLRQ�RI�WKH�
labor process under capitalism.” (Burawoy, 1979, p. 12)�

�
�

“In Burawoy’s argument, the labor process is reproGXFHG�WKURXJK�PDQXDO�ODERU��
In my reconceptualization of Burawoy’s theory, it is also reproduced through 
emotional labor.” (Pierce, 1995, p. 7)�

�
�

“The presence of the customer as an important actor within the social relations of 
VHUYLFH�ZRUN�KDV�PHDQW�WKDW�the sociology of work’s traditional focus upon the 
PDQDJHPHQW�worker dyad has required adjustment.” (Korczynski, 2013, p. 2)�
�

�
ϭ͘ϭ�/ŶƚƌŽĚƵĐƚŝŽŶ�
�
In May of 2003, I nervously walked into a branch of one of Canada’s big five national 

EDQNV�IRU�ZKDW�ZRXOG�EH�P\�ILUVW�IRUD\�LQWR�FXVWRPHU�VHUYLFH�UHSUHVHQWDWLYH��&65��ZRUN��

/LWWOH�GLG�,�NQRZ�DW�WKH�WLPH�WKDW�,�ZRXOG�UHYLVLW�WKLV�EUDQFK�WHQ�\HDUV�ODWHU�WR�FROOHFW�GDWD�

IRU�WKLV�GLVVHUWDWLRQ���7KH�EUDQFK��RFFXS\LQJ�D�SULPH�ORFDWLRQ�LQ�D�KLVWRULF�HDUO\���WK�

FHQWXU\�EXLOding on the main street of one of Toronto’s older suburbs, was quaint, with an 

ROG�EULFN�H[WHULRU��ODUJH�RULJLQDO�ZLQGRZV��DQG�DQ�DLU\�UHFHSWLRQ�URRP��,QVLGH��WKH�VHUYLFH�

DUHD�ZDV�FRUQHUHG�RII�E\�ORQJ�FRXQWHUV—one for CSRs and their “wickets” and the other�

IRU�ILQDQFLDO�VHUYLFH�PDQDJHUV��)60V��WR�JUHHW�FXVWRPHUV�LQ�OLQH�RU�KHOS�WKRVH�ZDLWLQJ�WR�

WKH�VLGH�IRU�DSSRLQWPHQWV��7KH�XSVWDLUV�OHYHO�RI�WKH�EUDQFK�KDG�EHHQ�FRQYHUWHG�LQWR�D�

ODUJH�NLWFKHQ�DQG�VWDII�ORXQJH��DORQJ�ZLWK�WZR�VSDFLRXV�RIILFHV�IRU�VHQLRU�)60V��$�VLJQ�RI�

�������������������������������������������������
��+RZHYHU��,�VKRXOG�QRWH�WKDW�,�UHWXUQHG�WR�D�EUDQFK�ZKRVH�VWUXFWXUH�DQG�GHVLJQ�KDG�
FKDQJHG�TXLWH�GUDPDWLFDOO\��



�
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SUHYLRXV�ODUJH�VFDOH�VKLIWV�DQG�RUJDQL]DWLRQDO�FKDQJH�LQ�EDQNLQJ��WKH�VHFRQG�OHYHO�KDG�

RQFH�KRXVHG�D�GHFHQW�VL]HG�DSDUWPHQW�WKDW�VHUYHG�DV�WKH�KRPH�RI�WKH�EUDQFK�PDQDJHU�LQ�

the earlier years of the building’s existence. �

:DONLQJ�LQ�WKDW�ILUVW�VSULQJ�GD\��,�ZDV�PHW�ZLWK�PDQ\�IULHQGO\�IDFHV��2YHU�WKH�

FRXUVH�RI�P\�ILUVW�WZR�ZHHNV�LQ�&65�ZRUN��P\�QHUYRXV�DQ[LHW\�TXLHWO\�VXEVLGHG�LQWR�D�

FDOP��FDUHIXO�DSSURDFK�WR�P\�ZRUN��7KH�ZRPHQ�RI�WKH�EUDQFK—PRVW�RI�ZKRP�KDG�EHHQ�

ORQJ�WHUP�HPSOR\HHV�DW�WKDW�ORFDWLRQ��RQH�KDG�EHHQ�WKHUH�IRU����\HDUV�—SDWLHQWO\�WDXJKW�

PH�WKH�EDVLFV�RI�WKH�MRE���7KH\�ZHUH�NLQG�HQRXJK�WR�GLYHUW�PRVW�RI�WKH�QRQ�URXWLQH�WDVNV�

DZD\�IURP�PH��WKH\�KHOSHG�PH�ZLWK�DQ\�SUREOHPV�,�HQFRXQWHUHG��JODGO\�DQG�JUDFLRXVO\�

DQVZHUHG�DQ\�TXHVWLRQV�,�KDG��DQG��VLJQLILFDQWO\��PDGH�VXUH�,�ZDV�ZHOO�DFTXDLQWHG�ZLWK�

the “regular” customers. It seemed obvious that these customers were an essential 

HOHPHQW�RI�ZKDW�PDGH�FRPLQJ�WR�ZRUN�HYHU\�GD\�VXFK�D�UHZDUGLQJ�H[SHULHQFH�IRU�P\�FR�

ZRUNHUV��,�QRWHG�KRZ�P\�IHOORZ�&65V�DQG�RWKHU�FR�ZRUNHUV�LQWHUDFWHG�ZLWK�FXVWRPHUV�

DQG�HDFK�RWKHU��7KH\�GHPRQVWUDWHG�D�JHQXLQH�LQWHUHVW�DQG�DZDUHQHVV�RI�ZKDW�ZDV�

happening in each other’s lives. We had customers who regularly brought us coffee, food, 

DQG�ORWWHU\�WLFNHWV��$�FRXSOH�HYHQ�EUought in their children’s outgrown clothes for my co�

ZRUNHUV�WR�WDNH�KRPH�WR�WKHLU�NLGV��&RPSDUHG�WR�ZKHQ�,�UHWXUQHG�WR�WKH�EDQN�DV�D�

UHVHDUFKHU�D�GHFDGH�ODWHU��WKHUH�ZHUH�IHZ—LI�DQ\—PDQDJHULDO�SURJUDPV�LQ�SODFH�WR�

VWUXFWXUH�WKH�LQWHUDFWLYH�QDWXUH�RI�WKLV�NLQG�RI�VHUYLFH�VHFWRU�ZRUN��,QVWHDG��P\�FR�ZRUNHUV�

�������������������������������������������������
��:KHQ�,�VWDUWHG�DW�WKLV�EUDQFK��ZLWK�WKH�H[FHSWLRQ�RI�WKH�LQYHVWPHQW�VSHFLDOLVW��,�ZDV�WKH�
RQO\�PDOH�HPSOR\HH��7KHUH�ZHUH����IXOO�WLPH�HPSOR\HHV�DW�WKH�EUDQFK��,�KDG�KHDUG�VWRULHV�
RI�PHQ�ZKR�KDG�ZRUNHG�LQ�WKH�EUDQFK�DQG�WKHQ�PRYHG�RQ�WR�RWKHU�SRVLWLRQV�ZLWKLQ�WKH�
bank. Consequently, I have found Lowe’s historical sRFLRORJLFDO�DQDO\VLV�RI�WKH�
IHPLQL]DWLRQ�RI�FOHULFDO�MREV�LQ�WKH�DGPLQLVWUDWLYH�UHYROXWLRQ�RI�WKH�HDUO\���WK�FHQWXU\�WR�
carry enduring relevance. Lowe writes: “Women entered the office in subordinate 
positions and were stuck there” (1987, p. 178).�
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RIWHQ�GHYHORSHG�JHQXLQH�UHODWLRQVKLSV�ZLWK�FXVWRPHUV�EDVHG�RQ�VKDUHG�LQWHUHVWV�DQG�

PXWXDO�VHOI�UHYHODWLRQ��DORQJ�ZLWK�SURYLGLQJ�KLJK�OHYHOV�RI�FXVWRPHU�VHUYLFH���

$OWKRXJK�,�VWDUWHG�P\�ZRUN�LQ�EDQNLQJ�LQ�����—SRVW�Y2K “meltdown” worries 

DQG�SRVW�����—WKHUH�ZDV�VRPHWKLQJ�TXLQWHVVHQWLDOO\�FODVVLF�DERXW�P\�H[SHULHQFHV�DW�WKH�

PDLQ�VWUHHW�EUDQFK��7R�EH�VXUH��JHQHUDO�WUDQVIRUPDWLRQV�LQ�UHODWLRQ�WR�WKH�VWUXFWXUH�DQG�

RUJDQL]DWLRQ�RI�ODUJH�FRUSRUDWLRQV��ZLWK�UHJDUG�WR�WKH�LPSDFWV�RI�WHFKQRORJ\��%HOO��������

+DUYH\��������5HLFK���������WKH�IODWWHQLQJ�RI�EXUHDXFUDWLF�VWUXFWXUHV��%DUNHU��������

6HZHOO�DQG�%DUNHU��������6PLWK���������FKDQJLQJ�HPSOR\PHQW�UHODWLRQV��/RZH�HW�DO���

�������DQG�QHZ�IRUPV�RI�VXUYHLOODQFH�DQG�FRQWURO�LQ�WKH�ZRUNSODFH��6HZHOO��������

(GZDUGV���������KDG�DOUHDG\�EHJDQ�WR�LPSDFW�FRUSRUDWH�SROLFLHV�DQG�SURJUDPV�IRU�WKH�

EDQN�,�ZRUNHG�IRU���+RZHYHU��WKH�PDQLIHVWDWLRQ�RI�WKHVH�FKDQJHV�RQ�WKH�JURXQG��DW�WKH�

branch’s old teller wickets, was not yet obvious. OYHU�WKH�FRXUVH�RI�WKH�QH[W�VHYHQ�\HDUV��

my precarious “career” in banking would take me to different branches and offices in 

2QWDULR�DQG�1RYD�6FRWLD�ZKHUH�,�REVHUYHG�YDULRXV�FKDQJH�LQLWLDWLYHV�SHQHWUDWLQJ�WKH�

ZRUNIRUFH�DQG�XQIROGLQJ�LQ�GLYHUVH�ZD\V��%\�ODWH������ZKHQ�,�HPEDUNHG�RQ�WKLV�UHVHDUFK��

WKH�FRQVHTXHQFHV�RI�ODUJH�VFDOH�RUJDQL]DWLRQDO�FKDQJH—SDUWLFXODUO\�FXVWRPHU�RULHQWHG�

FKDQJH—RQ�WKH�VWUXFWXUH�DQG�HYHU\GD\�H[SHULHQFH�RI�ZRUN�ZHUH�EHFRPLQJ�PXFK�PRUH�

VLJQLILFDQW��

�

�

�

�������������������������������������������������
��2I�FRXUVH��VSHFLILF�DGYDQFHV�LQ�EDQNLQJ�ZLWK�UHJDUG�WR�$70�WHFKQRORJ\��D�SUROLIHUDWLRQ�
RI�SURGXFWV�DQG�D�SXVK�WRZDUGV�VDOHV��5HJLQL�HW�DO�������D��ZHUH�DOVR�VKDSLQJ�WKH�
GLUHFWLRQ�RI�WKH�EDQN�DV�ZHOO��
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ϭ͘Ϯ���ĐƵƐƚŽŵĞƌͲŽƌŝĞŶƚĞĚ�ƐĞƌǀŝĐĞ�ĞĐŽŶŽŵǇ�
�

$�PXOWL�GHFDGH�VHULHV�RI�FKDQJHV�UHODWHG�WR�WHFKQRORJLFDO�DGYDQFHPHQWV��H�J���QHZ�

SURGXFWLRQ�WHFKQRORJLHV��DQG�IDVWHU�FRPPXQLFDWLRQV���WKH�SHQHWUDWLRQ�RI�QHROLEHUDO�

SROLFLHV�DQG�LQWHUQDWLRQDO�DJUHHPHQWV��H�J���PDUNHW�OLEHUDOL]DWLRQ��GHUHJXODWLRQ��DQG�

SULYDWL]DWLRQ���DQG�WKH�JURZWK�RI�NQRZOHGJH�EDVHG��VHUYLFH�RULHQWHG�LQGXVWULHV�KDYH�

WUDQVIRUPHG�WKH�ZD\V�LQ�ZKLFK�LQGLYLGXDOV�SDUWLFLSDWH�LQ��DQG�H[SHULHQFH��ZRUN�LQ�WKH�

&DQDGLDQ�HFRQRP\��6FKRODUV�KDYH�HPSOR\HG�YDULRXV�WHUPV�WR�GHVFULEH�WKH�QDWXUH�RI�WKHVH�

GHYHORSPHQWV�IRU�ZRUNHUV�DQG�RUJDQL]DWLRQV��)RU�LQVWDQFH�%HOO��������KLJKOLJKWHG�WKH�ULVH�

of the knowledge worker is at the centre of the “post�industrial” shift. He noted: “if 

FDSLWDO�DQG�ODERU�DUH�WKH�PDMRU�VWUXFWXUDO�IHDWXUHV�RI�LQGXVWULDO�VRFLHW\��LQIRUPDWLRQ�DQG�

NQRZOHGJH�DUH�WKRVH�RI�WKH�SRVW�industrial society” (Bell, 1976, p. v). Others have used 

WKH�WHUP�SRVW�)RUGLVP��+DUYH\��������-HVVRS��������WR�FDSWXUH�VLPLODU�FKDQJH�UHODWHG�WR�

KRZ�SURGXFWLRQ�LV�RUJDQL]HG��&ULWLFV�KDYH�DOVR�QRWHG�KRZ�ODUJH�VKLIWV�LQ�WKH�HFRQRP\�

KDYH�PHDQW�WKH�ZHDNHQLQJ�RI�EXUHDXFUDWLF�VWUXFWXUHV��,QVWHDG��D�SURFHVV�RI�IOH[LEOH�

VSHFLDOL]DWLRQ��$PLQ��������3LRUH�DQG�6DEHO��������KDV�XQIROGHG�DORQJVLGH�D�WUHQG�

WRZDUGV�IOH[LEOH�RUJDQL]DWLRQDO�IRUPV��LQ�WHUPV�RI�IXQFWLRQDOLW\�DQG�HPSOR\PHQW�

QXPEHUV��VHH�$WNLQVRQ��������6PLWK�������DQG�������.DOOHEHUJ���������

� ,Q�DGGLWLRQ�WR�EHLQJ�IOH[LEOH��PDQ\�DUJXH�WKDW�SRVW�LQGXVWULDO�VRFLHW\�LV�DOVR�

IXQGDPHQWDOO\�UHIOH[LYH��%HFN������DQG�������/DVK�DQG�8UU\�������/DVK���������7KH�

WKHRU\�RI�UHIOH[LYH�PRGHUQL]DWLRQ��%HFN�������/DVK�DQG�8UU\�������VWUHVVHV�WKDW�VRFLHW\�

LV�LQ�D�FRQVWDQW�VWDWH�RI�FKDQJH��,Q�D�ODQGVFDSH�FKDUDFWHUL]HG�E\�UHIOH[LYH�PRGHUQL]DWLRQ��

SURGXFWLRQ—ZKLOH�IOH[LEOH�DQG�NQRZOHGJH�LQWHQVLYH—EHFRPHV�UHIOH[LYH��/DVK�DQG�8UU\��

������S��������7KLV�LPSOLHV�WKDW�DV�WKH�VWUXFWXUHV�RI�RUJDQL]DWLRQV�FKDQJH�WKHUH�LV�D�
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“slimming of a firm’s management structures” (Lash and Urry, 1994, p. 123) and 

HPSOR\HHV�WDNH�RQ�PRUH�LQGLYLGXDO�UHVSRQVLELOLW\��7KHUHIRUH��ULVN�DQG�LQVHFXULW\�DUH�DOVR�

EHFRPLQJ�LQFUHDVLQJO\�FKDUDFWHULVWLF�RI�VHUYLFH�ZRUN�LQ�WKH�FXVWRPHU�RULHQWHG�HFRQRP\���

Beck’s work (1992, 2002) offers a fundamental contribution to our understanding 

RI�WKH�LPSOLFDWLRQV�RI�D�JHQHUDO�WUDQVIRUPDWLRQ�WR�D�SRVW�LQGXVWULDO��SRVW�)RUGLVW��RU—IRU�

%HFN—ULVN�VRFLHW\�E\�LOOXPLQDWLQJ�WKH�H[WHQW�WR�ZKLFK�LQVHFXULW\�DQG�ULVN�KDYH�EHHQ�

GRZQORDGHG�WR�LQGLYLGXDOV��$V�DXWKRUV�VXFK�DV�6XOOLYDQ��������DQG�%DUOH\�DQG�.KXQGD�

�������LGHQWLI\��LQFUHDVHG�HPSOR\PHQW�LQVHFXULW\�KDV�SURGXFHG�QHZ�W\SHV�RI�FDUHHU�

PRGHOV��ZKHUH�LQGLYLGXDOV�KDYH�D�ODUJHU�UROH�LQ�WKHLU�FDUHHU�GHYHORSPHQW�DQG��PRUH�

IUHTXHQWO\��IRUJH�D�ZLQGLQJ�FDUHHU�SDWK�WKURXJK�YDULRXV�RUJDQL]DWLRQV��2Q�WKH�MRE�

WUDLQLQJ�DQG�UH�skilling have become characteristic of what many call the “boundaryless” 

FDUHHU��6FKHLQ��������6XOOLYDQ��������6WRQH����������

� $V�6PLWK��������QRWHV��ULVN�DQG�LQVHFXULW\�DUH�QRW�GLVWULEXWHG�RU�H[SHULHQFHG�

equally. Reich (2002) describes the era as one of “post�employment”, where the old rules 

GR�QRW�DSSO\��:RUNSODFHV�KDYH�EHFRPH�SRODUL]HG��DV�ZH�VHH�RUJDQL]DWLRQV�FRPSHWH�WR�

hire highly valued “symbolic analysts” while “routine production workers” compete with 

HDFK�RWKHU�IRU�ORZ�ZDJH�RFFXSDWLRQV��5HLFK���������$W�WKH�VDPH�WLPH��RIWHQ�WKH�

IOH[LELOLW\�WKDW�FKDUDFWHUL]HV���VW�FHQWXU\�ZRUN�WDNHV�VKDSH�LQ�WKH�IRUP�RI�QRQ�VWDQGDUG��RU�

FRQWLQJHQW��ZRUN��.UDKQ��������.DOOHEHUJ��������DQG�SUHFDULRXV�ZRUN��9RVNR��������

9RVNR�HW�DO���������&UDQIRUG�DQG�9RVNR���������ERWK�RI�ZKLFK�FUHDWH�VLJQLILFDQW�

FKDOOHQJHV�IRU�ZRUNHUV�DQG�WKHLU�IDPLOLHV�WR�PHHW�WKH�GDLO\�GHPDQGV�RI�OLIH��

� ,W�LV�DJDLQVW�WKLV�EDFNGURS�WKDW�,�DGYDQFH�WKLV�VWXG\�RI�ZRUNHUV��PDQDJHUV��DQG�

FXVWRPHUV�LQ�D�&DQDGLDQ�VHUYLFH�RUJDQL]DWLRQ��:KDW�KDV�EHHQ�ODUJHO\�XQGHYHORSHG��XQWLO�



�
��

UHFHQWO\��LQ�WKHRUL]LQJ�DERXW�WKHVH�ODUJH�WUDQVIRUPDWLRQV�LV�DQ�LQYHVWLJDWLRQ�RI�WKH�UROH�RI�

FXVWRPHUV�DQG�WKHLU�VWLOO�XQIROGLQJ�FRQWULEXWLRQV�WR�FKDQJH�IRU�SDUWLFLSDQWV�LQ�WKH�

HFRQRP\��,Q�&DQDGD�LQ�WKH���VW�FHQWXU\��LQGLYLGXDOV�LQFUHDVLQJO\�ILQG�WKHPVHOYHV�

HPSOR\HG�LQ�RFFXSDWLRQV�WKDW�H[LVW�LQ�D�JURZLQJ�VHUYLFH�VHFWRU��:KHUHDV�LQ����������SHU�

FHQW�RI�&DQDGLDQ�ZRUNHUV�ZHUH�HPSOR\HG�LQ�WKH�VHUYLFH�SURGXFLQJ�VHFWRU��E\�������WKDW�

QXPEHU�KDG�MXPSHG�WR����SHU�FHQW��ZLWK�ORZHU�WLHU�VHUYLFH�VHFWRU�MREV�DFFRXQWLQJ�IRU�

URXJKO\�RQH�LQ�IRXU�RI�WKRVH�RFFXSDWLRQV��6WDWLVWLFV�&DQDGD������D����

� ,PSOLFLW�LQ�VHUYLFH�ZRUN�LV�WKH�H[LVWHQFH�RI�D�FXVWRPHU��DQG�VR��LQ�WKH�SDVW�FRXSOH�RI�

GHFDGHV��EHJLQQLQJ�ZLWK�VHPLQDO�ZRUN�E\�'X�*D\�DQG�6DODPDQ��������DQG�FRQWLQXLQJ�

PRUH�UHFHQWO\�ZLWK�VWXGLHV�E\�*DPEOH���������.RUF]\QNL���������/RSH]���������DQG�

RWKHUV��FRQVLGHUDEOH�DWWHQWLRQ�KDV�EHHQ�DIIRUGHG�WR�WKH�UROH�RI�WKH�FXVWRPHU�LQ�VKDSLQJ�WKH�

VWUXFWXUH�DQG�H[SHULHQFH�RI�ZRUN�LQ�FDSLWDOLVW�VRFLHW\��0RUH�VSHFLILFDOO\��TXHVWLRQV�KDYH�

HPHUJHG�LQ�WKH�VRFLRORJ\�RI�ZRUN�OLWHUDWXUH�DV�WR�WKH�H[WHQW�WR�ZKLFK�WKH�ULVH�RI�WKH�

FXVWRPHU—DQG�FXVWRPHU�SRZHU—KDV�IXQGDPHQWDOO\�DOWHUHG�DQG�RSHQHG�XS�WKH�VWDQGDUG�

ZRUNHU�PDQDJHU�HPSOR\PHQW�UHODWLRQVKLS����

The “triangle of power” (or “service triangle”) perspective highlights the direct 

HIIHFWV�FXVWRPHUV�KDYH�RQ�WKH�ODERXU�SURFHVV��VXJJHVWLQJ�WKDW�WKH�WULDQJXODU�UHODWLRQVKLSV�

EHWZHHQ�ZRUNHUV��PDQDJHUV��DQG�FXVWRPHUV�DUH�VXSHUVHGLQJ�WKH�WUDGLWLRQDO�ZRUNHU�

PDQDJHU�G\DG��/RSH]��������/HLGQHU��������0F&DPPRQ�DQG�*ULIILQ��������.RUF]\QVNL��

�������������/RSH]�GHYHORSV�WKH�FRQFHSW�RI�WKH�WULDQJOH�RI�SRZHU�WR�FRQQRWH�WKH�PXOWL�

GLPHQVLRQDO�SRZHU�G\QDPLFV�EHWZHHQ�DQG�ZLWKLQ�WKHVH�WKUHH�JURXSV��+H�ZULWHV��WKH�

“triangular power relations between workers, managers, and clients or customers… 

GRPLQDWH�WKH�H[SHULHQFH�RI�ZRUN�PRUH�WKDQ�HYHU” (Lopez, 2010, p. 253). In this 
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XQGHUVWDQGLQJ�RI�ZRUNHU�PDQDJHU�FXVWRPHU�UHODWLRQV��UHVHDUFKHUV�DFNQRZOHGJH�WKDW�WKH�

FXVWRPHU�KDV�DQ�LQGHSHQGHQW�UROH�LQ�WKH�ODERXU�SURFHVV�DQG�LQIOXHQFHV�ZRUNHUV�RQ�D�GD\�

WR�GD\�EDVLV���

&RQYHUVHO\��FULWLFV�KDYH�TXHVWLRQHG�WKH�H[WHQW�WR�ZKLFK�WKH�FXVWRPHU��UHODWLYH�WR�

WKH�PDQDJHU��KDV�JDLQHG�SRZHU��RU�LQIOXHQFH��RYHU�ZRUNHUV��7KH\�TXHVWLRQ�ZKHWKHU�DQ\�

HVVHQWLDO�FKDQJH�WR�WKH�WUDGLWLRQDO�HPSOR\PHQW�UHODWLRQVKLS�KDV�WDNHQ�SODFH��DQG�ZKHWKHU�

WKH�ZRUNHU�FXVWRPHU�UHODWLRQVKLS�FDQ�really be “disconnected from the structural basis of 

the employment relationship” (Belanger and Edwards, 2013; see also Taylor and Bain, 

������%URRN���������)XUWKHUPRUH��WKH\�DUJXH�WKDW�LI�D�VHUYLFH�WULDQJOH�SHUVSHFWLYH�LV�

DGRSWHG�WKHUH�PXVW�EH�ILUP�UHFRJnition that the “‘triangle’ is not equilateral” (Taylor and 

%DLQ��������S��������ZLWK�PDQDJHUV�UHWDLQLQJ�WKH�PRVW�SRZHUIXO�SRVLWLRQ��$Q�H[DPLQDWLRQ�

RI�ZRUNHU�PDQDJHU�FXVWRPHU�UHODWLRQV�LQ�XSSHU�WLHU�VHUYLFH�ZRUN�FDQ�DGYDQFH�WKHVH�

RQJRLQJ�GHEDWHV�LQ�PDQ\�IXQGDPHQWDO�ZD\V���

�

ϭ͘ϯ�ZĞƐĞĂƌĐŚ�ƋƵĞƐƚŝŽŶƐ�ĂŶĚ�ŵĂŝŶ�ĂƌŐƵŵĞŶƚƐ�
�

7KLV�GLVVHUWDWLRQ�DLPV�WR�PDNH�HPSLULFDO�DQG�WKHRUHWLFDO�FRQWULEXWLRQV�WR�GHEDWHV�DERXW�

WKH�UROH�RI�FXVWRPHUV�LQ�VHUYLFH�ZRUN�E\�H[DPLQLQJ�KRZ�ZRUNHU�PDQDJHU�FXVWRPHU�

UHODWLRQVKLSV�PDNH�DQG�UHPDNH�WKHPVHOYHV�LQ�EDQNLQJ�ZRUN��DQG�TXHVWLRQLQJ�WKH�UROH�

ZRUNHUV�SOD\�LQ�VKDSLQJ�WKRVH�UHODWLRQVKLSV��$W�LWV�FRUH��WKLV�VWXG\�LV�DERXW�VWUXFWXUH�DQG�

DJHQF\�LQ�VHUYLFH�ZRUN��DQG��FRQVHTXHQWO\��LW�WHOOV�D�VLPSOH�VWRU\�SOD\HG�RXW�LQ�YHU\�

FRPSOH[�ZD\V��6HYHUDO�IXQGDPHQWDO�VRFLRORJLFDO�TXHVWLRQV�JXLGH�WKLV�SURMHFW��7R�ZKDW�

H[WHQW�DUH�WKH�UHODWLRQVKLSV�IRXQG�ZLWKLQ�WKH�VHUYLFH�WULDQJOH�VWUXFWXUHG�DQG�FRQWUROOHG�E\�
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PDQDJHPHQW"�+RZ�PXFK�DJHQF\�GR�ZRUNHUV�KDYH�LQ�WKHLU�LQWHUDFWLRQV�DQG�UHODWLRQVKLSV�

ZLWK�FXVWRPHUV�DQG�PDQDJHUV"�:KHUH�GRHV�SRZHU�OLH�LQ�WKHVH�UHODWLRQVKLSV"�

� 8SRQ�HQWHULQJ�WKH�ILHOG�WR�XQGHUWDNH�WKLV�UHVHDUFK�,�KDG�GHYHORSHG�UHVHDUFK�

TXHVWLRQV�DERXW�WKH�QDWXUH�RI�WKH�VHUYLFH�WULDQJOH��6SHFLILFDOO\��

•� :KDW�DUH�WKH�SURFHVVHV�RI�FRQWURO�WKDW�RSHUDWH�ZLWKLQ�WKH�VHUYLFH�WULDQJOH"�

•� +RZ�GR�ZRUNHUV�SDUWLFLSDWH�LQ�HPRWLRQDO�ODERXU��+RFKVFKLOG��������ZLWKLQ�WKH�

VHUYLFH�WULDQJOH"�

•� +RZ�GRHV�SDUWLFLSDWLRQ�LQ�WKH�WULDQJOH�RI�SRZHU�LPSDFW�VWUXFWXUDO�RSSRUWXQLWLHV�LQ�

WKH�ZRUNSODFH"�

6WXG\LQJ�KRZ�ZRUNHUV�SDUWLFLSDWH�LQ�FXVWRPHU�RULHQWHG�FRQWURO�PHFKDQLVPV�DQG�HQJDJH�

LQ�HPRWLRQDO�ODERXU�LQ�WKHLU�UHODWLRQVKLSV�ZLWK�FXVWRPHUV�KHOS�XQFRYHU�WKH�FRPSOLFDWHG��

VRPHWLPHV�FRQWUDGLFWRU\��ZD\V�WKDW�WKH�ODERXU�SURFHVV�LV�UHSURGXFHG�LQ�VHUYLFH�ZRUN��

Hochschild (1983) defines emotional labour as the “management of feeling to create a 

publicly observable facial and bodily display” (p. 7). An integral part of interactive 

VHUYLFH�ZRUN��LW�LQYROYHV�ZRUNHUV�SHUIRUPLQJ�HPRWLRQV�DV�SDUW�RI�WKHLU�MREV��6WXG\LQJ�WKH�

WULDQJXODU�DVSHFWV�RI�FRQWURO�DQG�HPRWLRQDO�ODERXU�KLJKOLJKWV�WKH�PXOWLSOH��VKLIWLQJ�

SRVLWLRQV�RI�ZRUNHUV�UHODWLYH�WR�PDQDJHUV�DQG�FXVWRPHUV��0\�XQGHUVWDQGLQJ�RI�WKH�

worker’s position as shifting and flexible has also produced an important opportuniW\�IRU�

DGGUHVVLQJ�TXHVWLRQV�DERXW�WKH�LPSDFW�RI�WKH�ULVLQJ�SURPLQHQFH�RI�WKH�WULDQJOH�RI�SRZHU�

RQ�WKH�VXEMHFWLYH��GD\�WR�GD\�H[SHULHQFH�RI�ZRUN���

� ,�GHYHORS�D�QXPEHU�RI�FRQVHTXHQWLDO�FRQFHSWV�DQG�WKHPHV�LQ�WKLV�GLVVHUWDWLRQ�LQ�

RUGHU�WR�PDNH�LPSRUWDQW�FRQWULEXWLRQV�WR�WKH�VRFLRORJ\�RI�ZRUN�OLWHUDWXUH��)LUVW�DQG�

IRUHPRVW��,�GHYHORS�WKH�WULDQJOH�RI�SRZHU��RU�VHUYLFH�WULDQJOH��FRQFHSW�E\�DSSO\LQJ�LW�WR�D�
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FDVH�VWXG\�RI�DQ�XSSHU�WLHU�VHUYLFH�RUJDQL]DWLRQ�XQGHUJRLQJ�FRQVLGHUDEOH�RUJDQL]DWLRQDO�

FKDQJH��7KURXJK�FRPSOHWLQJ�LQWHUYLHZV�DQG�REVHUYLQJ�ZRUN�SURFHVVHV�ZLWK�IURQW�OLQH�DQG�

EDFN�URRP�ZRUNHUV��DV�ZHOO�DV�PDQDJHUV�DQG�VHQLRU�PDQDJHUV�IURP�WKH�RUJDQL]DWLRQ��,�

FDPH�WR�XQGHUVWDQG�WKH�VWUXFWXUDO�SRVLWLRQV�RI�ZRUNHUV��PDQDJHUV��DQG�FXVWRPHUV�LQ�WKH�

VHUYLFH�WULDQJOH�QRW�DV�IL[HG��EXW�DV�IOH[LEOH��0\�FRQFHSW�RI�WKH�IOH[LEOH�VHUYLFH�WULDQJOH�

�H[DPLQHG�PRVW�WKRURXJKO\�LQ�&KDSWHUV���DQG����DFNQRZOHGJHV�WKH�DJHQF\�RI�ZRUNHUV�

UHODWLYH�WR�PDQDJHUV�DQG�FXVWRPHUV��7KURXJK�H[SORULQJ�KRZ�ZRUNHUV�HQJDJH�LQ�FXVWRPHU�

RULHQWHG�FRQWURl mechanisms and increasingly structured (or managed) “emotional” 

LQWHUDFWLRQV�DQG�UHODWLRQVKLSV�ZLWK�FXVWRPHUV��,�DUJXH�WKDW�WKH�IOH[LEOH�VHUYLFH�WULDQJOH�

WDNHV�VKDSH�LQ�DOWHUQDWH�ZRUNHU�PDQDJHU�DOOLDQFH�DQG�ZRUNHU�FXVWRPHU�DOOLDQFH�IRUPV��

%HFDXVH�ZRUNHUV�SOD\�VXFK�DQ�DFWLYH�UROH�LQ�FRQWURO�PHFKDQLVPV�ZLWKLQ�WKH�VHUYLFH�

WULDQJOH��WKH\�UHWDLQ�SRZHU�RYHU�ZKDW�WKH�VKDSH�RI�WKH�WULDQJOH�ZLOO�ORRN�OLNH��ZLWK�WKHLU�

interests at times aligning with managers’ interests and at other times aligning with 

customers’ iQWHUHVWV���

� 6WHPPLQJ�IURP�P\�GLVFXVVLRQ�RI�FRQWURO�LQ�WKH�VHUYLFH�WULDQJOH��,�DOVR�SXW�IRUWK�D�

WULDQJXODU�PRGHO�RI�FRQWURO�IRU�LQWHUDFWLYH�VHUYLFH�ZRUNHUV—ZKHUH�FRQWURO�LV�HLWKHU�

PDQDJHU�GRPLQDQW�RU�FXVWRPHU�GRPLQDQW�(Chapter 4). Although Edwards’ (1979) 

Veminal work on control emphasizes the role of the manager in obtaining “desired work 

behaviour from workers” (p. 17), I use empirical data to highlight how workers, 

PDQDJHUV��DQG�FXVWRPHUV�FRPH�WRJHWKHU�WR�QHJRWLDWH��SURGXFH��DQG�UHSURGXFH�SURFHVVHV�

RI�FRQWURO��7KHVH�SURFHVVHV�RI�FRQWURO�LQ�WXUQ�LQIOXHQFH�KRZ�ZRUNHUV�DSSURDFK��

XQGHUVWDQG��DQG�HQJDJH�LQ�FXVWRPHU�LQWHUDFWLRQV�DQG�UHODWLRQVKLSV���
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7XUQLQJ�PRUH�H[SOLFLWO\�WR�WKH�VXEMHFWLYH�DVSHFWV�RI�VHUYLFH�WULDQJOH�ZRUN��LQ�

VXEVHTXHQW�VHFWLRQV�RI�WKH�GLVVHUWDWLRQ��&KDSWHU����,�SURYLGH�DQ�DQDO\VLV�RI�HPRWLRQ�ZRUN�

LQ�WKH�WULDQJOH—DJDLQ�KLJKOLJKWLQJ�WKH�IOH[LEOH�SRVLWLRQV�RI�ZRUNHUV�DV�WKH\�HQJDJH�LQ�

HPRWLRQDO�ODERXU�ZLWK�FXVWRPHUV��&RQWURO�DQG�HPRWLRQDO�ODERXU��WKHQ��UHSUHVHQW�WZR�

FUXFLDO�FRPSRQHQWV�RI�VHUYLFH�WULDQJOH�ZRUN�ZKLFK�FDUU\�FRQVLGHUDEOH�LQIOXHQFH�RQ�WKH�

GD\�WR�GD\�H[SHULHQFHV�RI�ZRUN�IRU�P\�SDUWLFLSDQWV����

� )LQDOO\��IURP�H[DPLQLQJ�FRQWURO�DQG�HPRWLRQDO�ODERXU�DV�WZR�PDLQ�DVSHFWV�RI�WKH�

triangle of power that have been influenced by the customer’s largeU�UROH�LQ�WKH�HYHU\GD\�

SURFHVV�RI�LQWHUDFWLYH�VHUYLFH�ZRUN��,�WXUQ�WR�WKH�WRSLF�RI�LQHTXDOLW\�DQG�LQVHFXULW\��

:KHUHDV�KRZ�LQGLYLGXDOV�SDUWLFLSDWH�LQ�FRQWURO�DQG�HPRWLRQDO�ODERXU�LQ�WKH�VHUYLFH�

WULDQJOH�LPSDFWV�ZRUN�RQ�D�GDLO\�EDVLV��LW�DOVR�SOD\V�D�SDUW�LQ�VKDSLQJ�WKH�VWUXFWXUDO�

RSSRUWXQLWLHV�IRU�LQGLYLGXDOV�LQ�WKH�ZRUNSODFH��,�H[DPLQH�WKH�H[WHQW�WR�ZKLFK�WKH�JURZLQJ�

SHUYDVLYHQHVV�RI�WKH�WULDQJOH�RI�SRZHU�KDV�LQIOXHQFHG�KRZ�LQHTXDOLW\�LV�RUJDQL]HG��

VWUXFWXUHG��DQG�H[SHULHQFHG�LQ�VHUYLFH�ZRUN��+HUH��,�DUJXH�WKDW�WKH�LQWHQVLILFDWLRQ�RI�

VHUYLFH�WULDQJOH�ZRUN�KDV�FRQWULEXWHG�WR�D�SURFHVV�RI�LQGLYLGXDOL]HG�FRPSHWLWLRQ�DQG�ULVN��

OHDGLQJ�ZRUNHUV�WR�H[SHULHQFH�DQ�LQFUHDVHG�VHQVH�RI�LQVHFXULW\��$W�WKH�VDPH�WLPH��ZKLOH�

DQDO\]LQJ�VHUYLFH�WULDQJOH�ZRUN�XQGHUOLQHV�WKH�LPSDFW�RI�FRPSHWLWLRQ�DQG�LQVHFXULW\�EDVHG�

RQ�LQGLYLGXDO�ZRUNHU�FXVWRPHU�LQWHUDFWLRQV��LW�DOVR�UHYHDOV�WKH�ZD\V�LQ�ZKLFK�ORQJ�

VWDQGLQJ�VRFLDO�LQHTXDOLWLHV�LQ�ZRUN—EDVHG�RQ�JHQGHU�DQG�UDFH��IRU�LQVWDQFH—FRQWLQXH�WR�

H[LVW��

�

�

�
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ϭ͘ϰ�KƵƚůŝŶĞ�ŽĨ�ĐŚĂƉƚĞƌƐ�
�
%HORZ�,�SURYLGH�DQ�RXWOLQH�RI�HDFK�FKDSWHU�FRQWDLQHG�ZLWKLQ�WKLV�GLVVHUWDWLRQ��(VVHQWLDOO\��

&KDSWHU���LV�D�PHWKRGV�FKDSWHU��&KDSWHU���SURYLGHV�DQ�RYHUYLHZ�RI�FXVWRPHU�UHODWHG�

FKDQJH�DW�7KH�%DQN, documenting the ways in which the “service triangle” has come to 

FKDUDFWHUL]H�HYHU\GD\�ZRUN�IRU�P\�SDUWLFLSDQWV��7KH�IROORZLQJ�WKUHH�FKDSWHUV�RIIHU�P\�

VXEVWDQWLYH�ILQGLQJV�DQG�DQDO\VLV�LQYROYLQJ�FRQWURO��HPRWLRQDO�ODERXU��DQG�RSSRUWXQLW\��

LQHTXDOLW\��DQG�LQVHFXULW\�LQ�WKH�VHUYLFH�WULDQJOH��&KDSWHU���RIIHUV�P\�FRQFOXVLRQV��

� &KDSWer 2 (“Revisiting the bank and researching the triangle of power”) outlines 

WKH�GHWDLOV�RI�P\�VWXG\��,W�SURYLGHV�D�GHVFULSWLRQ�RI�P\�UHVHDUFK�SDUWLFLSDQWV�DV�ZHOO�DV�WKH�

UHVHDUFK�VHWWLQJ��6LQFH�P\�UHVHDUFK�WRRN�SODFH�DW�PXOWLSOH�ORFDWLRQV�DQG�ZLWKLQ�WZR�

GLVWLQFW�RUJDQL]DWLRQDO�GLYLVLRQV�RI�WKH�EDQN—SHUVRQDO�DQG�FRPPHUFLDO�UHWDLO�EDQNLQJ—

WKLV�EULHI�RYHUYLHZ�ZLOO�VHUYH�DV�D�IUDPHZRUN�IRU�WKH�UHDGHU�WR�UHIHUHQFH�DV�,�GHYHORS�P\�

DQDO\VLV�RI�WKH�VHUYLFH�WULDQJOH�LQ�EDQNLQJ��ZKLOH�FRPSDULQJ�DQG�FRQWUDVWLQJ�WKH�WZR�

RUJDQL]DWLRQDO�FRQWH[WV��,�SURYLGH�DQ�RYHUYLHZ�RI�WKH�UDQJH�RI�UROHV�LQ�HDFK�VHWWLQJ�

�SHUVRQDO��FRPPHUFLDO���VNHWFK�RXW�WKH�GHPRJUDSKLFV�RI�P\�SDUWLFLSDQWV��DQG�PDS�RXW�P\�

UHVHDUFK�ORFDWLRQV��,�GHVFULEH�P\�UHVHDUFK�PHWKRGV—SULPDULO\�LQWHUYLHZV�DQG�SDUWLFLSDQW�

REVHUYDWLRQ—LQ�GHWDLO��,Q�WKLV�FKDSWHU��LW�LV�DOVR�QHFHVVDU\�DQG�SURGXFWLYH�WR�FRQIURQW�P\�

RZQ��XQLTXH��SRVLWLRQ�DV�D�IRUPHU�EDQN�HPSOR\HH�LQ�ERWK�SHUVRQDO�DQG�FRPPHUFLDO�UROHV��

3DVW�ZRUN�H[SHULHQFHV�PHDQW�WKDW�,�ZDV�IDPLOLDU�ZLWK�FHUWDLQ�SROLFLHV�DQG�SURGXFWV��

RUJDQL]DWLRQDO�LQLWLDWLYHV��PDQDJHULDO�VWUDWHJLHV�DQG��HTXDOO\�VLJQLILFDQW��FXVWRPHU�

interactions. My “shared” experiences with participants meant that I could relate to much 

RI�ZKDW�WKH\�WROG�PH��DW�WKH�VDPH�WLPH��LW�LV�LPSRUWDQW�WR�FRQVLGHU�WKH�ZD\V�LQ�ZKLFK�P\�



�
���

SDVW�H[SHULHQFHV�PD\�KDYH�VKDSHG�WKH�TXHVWLRQV�,�DVNHG�DQG��PRUHRYHU��P\�

LQWHUSUHWDWLRQV�RI�ZKDW�,�REVHUYHG�DQG�ZKDW�,�ZDV�WROG���

� My analysis is Chapter 3 (“&XVWRPHU�RULHQWHG�RUJDQL]DWLRQDO�FKDQJH�DQG�WKH�

HPHUJHQFH�RI�D�WULDQJOH�RI�SRZHU�LQ�EDQNLQJ�ZRUN”) lays the groundwork for discussions 

LQ�VXEVHTXHQW�FKDSWHUV�DERXW�WKH�VWUXFWXUDO�DQG�VXEMHFWLYH�GLPHQVLRQV�RI�VHUYLFH�WULDQJOH�

ZRUN�IRU�IURQW�OLQH�DQG�EDFN�URRP�ZRUNHUV��+HUH�,�SURYLGH�D�GHVFULSWLRQ�RI�WKH�PDMRU�

RUJDQL]DWLRQDO�FKDQJH�LQLWLDWLYHV�WKDW�KDYH�UHFHQWO\�RFFXUUHG�DW�7KH�%DQN��VSHFLILFDOO\�DV�

WKH\�UHODWH�WR�WKH�FXVWRPHU��,�DUJXH�WKDW�FXVWRPHU�RULHQWHG�FKDQJH�KDV�WULJJHUHG�D�VKLIW�LQ�

7KH�%DQN’s organizational structure towards a post�)RUGLVW�RUJDQL]DWLRQ�ZLWK�SRVW�

EXUHDXFUDWLF�IRUPV�RI�PDQDJHPHQW��'UDPDWLF�FXVWRPHU�UHODWHG�FKDQJHV�ZLWK�UHVSHFW�WR�

YDULRXV�VDOHV�UHODWHG�WDUJHWV��RUJDQL]DWLRQDO�KLHUDUFKLHV��SHUIRUPDQFH�DVVHVVPHQW��DQG�SD\�

KDYH�ZRUNHG�WR�LQWHQVLI\�WKH�WULDQJXODU�UHODWLRQVKLSV�EHWZHHQ�ZRUNHUV��PDQDJHUV��DQG�

FXVWRPHUV��7KH\�KDYH�DOVR�FUHDWHG�PRUH�FKDOOHQJHV�DQG�D�JUHDWHU�VHQVH�RI�LQVHFXULW\�DQG�

ULVN�IRU�ZRUNHUV�LQ�WKH�SHUVRQDO�DQG�FRPPHUFLDO�GLYLVLRQV�RI�7KH�%DQN��,Q�WKLV�FKDSWHU��,�

FRQWUDVW�WKH�SHUVRQDO�DQG�FRPPHUFLDO�GLYLVLRQV�RI�WKH�EDQN�LQ�RUGHU�WR�VKRZ�WKDW�DOWKRXJK�

WKH�W\SHV�RI�RUJDQL]DWLRQDO�FKDQJH�LQLWLDWHG�DW�7KH�%DQN�DUH�QHJRWLDWHG�DQG�LPSOHPHQWHG�

LQ�XQLTXH�ZD\V�LQ�HDFK�RUJDQL]DWLRQDO�VHWWLQJ��WKH\�QRQHWKHOHVV�KDYH�VLPLODU�

FRQVHTXHQFHV�IRU�ZRUNHUV��DQG�WKHLU�LQWHUDFWLRQV�ZLWK�FXVWRPHUV�DQG�PDQDJHUV���

� ,�FRQVLGHU�WKH�IROORZLQJ�TXHVWLRQV�LQ�WKLV�FKDSWHU��

•� :KDW�VWUXFWXUDO�FKDQJHV�KDYH�WDNHQ�SODFH�DW�7KH�%DQN�LQ�WKH�SDVW�ILYH�\HDUV"��

•� :KDW�HOHPHQWV�RI�SRVW�EXUHDXFUDWLF�RUJDQL]DWLRQV�DUH�IRXQG�ZLWKLQ�WKHVH�

FKDQJH�LQLWLDWLYHV"��
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•� :KDW�LV�WKH�UHODWLRQVKLS�EHWZHHQ�FXVWRPHU�UHODWHG�FKDQJH�DQG�WKH�QDWXUH�RI�

WKH�VHUYLFH�WULDQJOH"�

� Chapter 4 (“&RQWURO�DQG�WKH�WULDQJOH��%XLOGLQJ�D�IOH[LEOH�PRGHO�RI�FRQWURO”) builds 

RQ�WKH�ILQGLQJV�RI�WKH�SUHYLRXV�FKDSWHU�E\�FRQVLGHULQJ�KRZ�WKH�LPSOHPHQWDWLRQ�RI�

FXVWRPHU�UHODWHG�FKDQJH�LQLWLDWLYHV�KDV�LQWURGXFHG�QHZ�IRUPV�RI�FRQWURO�WR�7KH�%DQN�

workplace. I argue that a “triangular model of control” has emerged which is 

FKDUDFWHUL]HG�E\�WKH�PXOWL�OD\HULQJ�RI�GLIIHUHQW�W\SHV�RI�PDQDJHU���ZRUNHU���DQG�

FXVWRPHU�OHG�FRQWURO�PHFKDQLVPV��7KURXJK�DQDO\]LQJ�ZRUNHU�SDUWLFLSDWLRQ�LQ�WKHVH�

PXOWLSOH�FRQWURO�PHFKDQLVPV�,�QRWH�KRZ�WKH�SRVLWLRQ�RI�ZRUNHUV�UHODWLYH�WR�PDQDJHULDO�

SRZHU�DQG�FXVWRPHU�SRZHU�LQ�WKH�VHUYLFH�WULDQJOH�LV�IOH[LEOH�DQG�VKLIWLQJ��,QVWHDG�RI�

ILQGLQJ�WKDW�FRQWURO�LV�VSOLW�HTXDOO\�EHWZHHQ�PDQDJHUV�DQG�FXVWRPHUV��,�VXJJHVW�WKDW��

GHSHQGLQJ�RQ�WKH�VHUYLFH�WULDQJOH�HQFRXQWHU��ZRUNHUV�RU�FXVWRPHUV�PD\��WHPSRUDULO\��

KDYH�PRUH�SRZHU�DQG�FRQWURO�RYHU�KRZ�ZRUNHUV�DSSURDFK�WKH�LQWHUDFWLRQ��7KHUHIRUH��LQ�

WKLV�FKDSWHU��,�LQWURGXFH�WKH�IOH[LEOH�VHUYLFH�WULDQJOH�FRQFHSW�DQG�EHJLQ�WR�GHYHORS�DQ�

DQDO\VLV�RI�WKH�FRPSOH[�UHODWLRQVKLSV�EHWZHHQ�ZRUNHUV��PDQDJHUV��DQG�FXVWRPHUV�ZLWKLQ�

WKH�WULDQJOH����

� 7KH�TXHVWLRQV�,�DGGUHVV�LQ�WKLV�FKDSWHU�DUH��

•� :KDW�IRUPV�RI�FRQWURO�RSHUDWH�DW�7KH�%DQN"�

•� +RZ�GRHV�FRQWURO�RSHUDWH�LQ�WKH�VHUYLFH�WULDQJOH"�+RZ�GR�PDQDJHUV�DQG�

FXVWRPHUV�H[HUW�SRZHU�RYHU�ZRUNHUV"�

•� +RZ�GR�ZRUNHUV��PDQDJHUV��DQG�FXVWRPHUV�SDUWLFLSDWH�LQ�YDULRXV�FRQWURO�

PHFKDQLVPV"�
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� Building on Chapter 4’s focus on control as one central aspect of service triangle 

ZRUN, Chapter 5 (“(PRWLRQ��DXWKHQWLFLW\��DQG�VKLIWLQJ�DOOLDQFHV�LQ�WKH�IOH[LEOH�VHUYLFH�

WULDQJOH”) offers an analysis of the subjective dimensions of worker�FXVWRPHU�

interactions. Where Chapter 4 emphasizes management’s role in structuring and 

FRQWUROOLQJ�ZRUNHU�FXVWRPHU�UHODWLRQVKLSV�DQG�LQWHUDFWLRQV��KHUH�,�IRFXV�RQ�KRZ�ZRUNHUV�

XQGHUVWDQG�DQG�DSSURDFK�WKHLU�LQWHUDFWLRQV�ZLWK�FXVWRPHUV��,Q�SDUWLFXODU��,�SURYLGH�DQ�

DQDO\VLV�RI�KRZ�HPRWLRQDO�ODERXU�RSHUDWHV�LQ�WKH�VHUYLFH�WULDQJOH��DQG�DUJXH�WKDW�WKH�

RUJDQL]DWLRn’s reorientation around the customer has had a considerable impact on how 

LQGLYLGXDOV�SDUWLFLSDWH�LQ�DQG�XQGHUVWDQG�HPRWLRQDO�ODERXU��6XFFHVVIXOO\�SHUIRUPLQJ�

HPRWLRQDO�ODERXU—GXULQJ�LQWHUDFWLRQV�ZLWK�FXVWRPHUV��FR�ZRUNHUV��DQG�PDQDJHUV—LV�

OLQNHG�WR�DQ�LQGividual’s performance assessment and has a large impact on performance 

SD\�DQG�RSSRUWXQLWLHV�IRU�FDUHHU�PRELOLW\��+HUH��WKH�WULDQJOH�RI�SRZHU�IUDPHZRUN�SURYHV�

KHOSIXO�LQ�JHQHUDWLQJ�D�PRUH�QXDQFHG�DQDO\VLV�RI�WKH�PRWLYDWLRQV�WKDW�JXLGH�KRZ�ZRUNHUV�

SDUWLFLSDte in emotional labour. It is particularly useful for exploring workers’ agency 

ZLWK�UHVSHFW�WR�KRZ�WKH\�SHUIRUP�HPRWLRQV�ZLWK�FXVWRPHUV��IRU�LQVWUXPHQWDO�DQG�RU�QRQ�

FRPPHUFLDO�UHDVRQV����

,�FRQVLGHU�WKH�IROORZLQJ�TXHVWLRQV�LQ�WKLV�FKDSWHU���

•� +RZ�GR�ZRUNHUV�QHJRWLDWH�HPRWLRQV�LQ�WKHLU�LQWHUDFWLRQV�ZLWK�FXVWRPHUV"�

•� 7R�ZKDW�H[WHQW�LV�HPRWLRQDO�ODERXU�FRQWUROOHG�E\�PDQDJHPHQW�LQ�WKH�VHUYLFH�

WULDQJOH"�

•� Does participating in emotion work in the service triangle impact workers’ 

FDSDFLW\�WR�GHYHORS�DXWKHQWLF�LQWHUDFWLRQV�DQG�UHODWLRQVKLSV�ZLWK�FXVWRPHUV"�
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� The last substantive section of the dissertation, Chapter 6 (“Insecurity and 

inequality in the service triangle”) extends my findings from the previous two chapters to 

DQ�DQDO\VLV�RI�LQHTXDOLW\�DQG�VWUDWLILFDWLRQ�LQ�7KH�%DQN’s�ZRUNIRUFH��(VVHQWLDOO\��KHUH�,�

DUJXH�WKDW�SDUWLFLSDWLQJ�LQ�VHUYLFH�WULDQJOH�ZRUN—DV�H[DPLQHG�WKURXJK�WKH�GLPHQVLRQV�RI�

FRQWURO�DQG�HPRWLRQDO�ODERXU—FRQWULEXWHV�WR�D�SURFHVV�RI�LQGLYLGXDOL]DWLRQ�DQG�VHUYHV�WR�

LQFUHDVH�LQGLYLGXDO�LQVHFXULW\�DQG�ULVN��,�H[DPLQH�KRZ�LQGLYLGXDO�ZRUNHUV�H[SHULHQFH�

FRPSHWLWLRQ�DQG�LQVHFXULW\��EXW�DOVR�QRWH�WKH�ZD\V�LQ�ZKLFK�VHUYLFH�WULDQJOH�ZRUN�

UHSURGXFHV�JHQGHU�DQG�UDFLDO�LQHTXDOLWLHV��

� 7KLV�FKDSWHU�H[SORUHV�WKH�IROORZLQJ�TXHVWLRQV��

•� +RZ�KDV�ULVLQJ�FXVWRPHU�LQIOXHQFH�DIIHFWHG�WKH�RUJDQL]DWLRQ�RI�LQHTXDOLW\�DW�7KH�

%DQN"�

•� :KDW�LV�WKH�UHODWLRQVKLS�EHWZHHQ�LQGLYLGXDO�OHYHO�FRPSHWLWLRQ��LQVHFXULW\��DQG�

ULVN��DQG�SDWWHUQV�RI�LQHTXDOLW\�EDVHG�RQ�JHQGHU�DQG�UDFH"�

� In the final chapter (“Conclusion”) I address the implicatioQV�RI�WKHVH�ILQGLQJV��,�

FRQVLGHU�TXHVWLRQV�IRU�IXWXUH�UHVHDUFK�LQYROYLQJ�WKH�VHUYLFH�WULDQJOH��FRQWURO��DQG�

HPRWLRQDO�ODERXU�LQ�XSSHU�WLHU�VHUYLFH�ZRUN��DQG�GLVFXVV�SRVVLEOH�IXWXUH�WUHQGV�UHJDUGLQJ�

WKH�RUJDQL]DWLRQ�DQG�H[SHULHQFH�RI�ZRUN�LQ�SRVW�)RUGLVW�RUJDQL]DWLRQV�LQ�&DQDGD��

�
�

�

�

�

�

�
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Chapteƌ Ϯ: ReǀisitiŶg the ďaŶk aŶd ƌeseaƌĐhiŶg the tƌiaŶgle of 
poǁeƌ�
�

Ϯ͘ϭ�/ŶƚƌŽĚƵĐƚŝŽŶ�
�
,Q�ODWH�6HSWHPEHU�RI������,�OHIW�ZKDW�ZDV�WR�EH�DQ�XQVHDVRQDEO\�ZDUP�(GPRQWRQ�DXWXPQ�

DQG�FURVVHG�WKUHH�SURYLQFHV�WR�HPEDUN�RQ�P\�GLVVHUWDWLRQ�ILHOGZRUN�LQ�7RURQWR��2QWDULR��

'XULQJ�WKH�GULYH�,�UHIOHFWHG�XSRQ�P\�SDVW�H[SHULHQFHV�ZLWK�7KH�%DQN��ERWK�DV�DQ�

HPSOR\HH�DQG�DV�D�FXVWRPHU��DQG�FRQVLGHUHG�WKH�SRWHQWLDO�FKDOOHQJHV�DQG�UHZDUGV�RI�

UHWXUQLQJ�WR�WKH�EDQN�WR�XQGHUWDNH�WKLV�UHVHDUFK��+HDGLQJ�HDVW��,�DOVR�XQGHUVWRRG�WKDW�ZLWK�

its primary position as the geographic and historic centre of Canada’s financial indXVWU\��

WKH�*UHDWHU�7RURQWR�$UHD��*7$��RIIHUHG�PH�WKH�RSSRUWXQLW\�WR�VSHDN�ZLWK�ZRUNHUV�IURP�

D�YDULHW\�RI�XQLTXH�RUJDQL]DWLRQDO�VHWWLQJV�DQG�RFFXSDWLRQDO�JURXSV���$W�WKH�VDPH�WLPH��,�

ZRXOG�DOVR�KDYH�WKH�FKDQFH�WR�LQWHUYLHZ�LQGLYLGXDOV�ZLWK�FRQYHQWLRQDO�EDQN�MREV�PRUH�

UHSUHVHQWDWLYH�RI�7KH�%DQN�ZRUNHUV�DFURVV�&DQDGD���

� 2YHU�WKH�QH[W�HLJKW�PRQWKV��P\�UHVHDUFK�ZRXOG�WDNH�PH�WR�EDFN�URRP�VXSSRUW�

RIILFHV��EUDQFKHV�DFURVV�WKH�*7$��LQFOXGLQJ�D�VLJQLILFDQW�VWLQW�DW�7KH�%DQN’s main branch 

LQ�7RURQWR���FRPPHUFLDO�EDQNers’ offices and, on occasion, customer calls in the�ILHOG��$V�

SODQQHG��WKLV�PXOWL�VLWHG�PHWKRGRORJLFDO�DSSURDFK�DOORZHG�PH�WR�EXLOG�D�FRPSUHKHQVLYH�

XQGHUVWDQGLQJ�RI�WKH�organization’s�FKDQJLQJ�VWUXFWXUH��ZKLFK��LQ�WXUQ��KHOSHG�PH�

FRQWH[WXDOL]H�DQG�VLWXDWH�my participants’ stories. 7KH�GLYHUVH�SHUVSHFWLYHV�,�FROOHFWHG�

IURP�YDULRXV�JURXSV�RI�ZRUNHUV�DQG�PDQDJHUV�DUH�FHQWUDO�WR�P\�DQDO\VLV�RI�WKH�WULDQJOH�RI�

SRZHU�LQ�XSSHU�WLHU�VHUYLFH�ZRUN���

�������������������������������������������������
��$�UHFHQW�&RQIHUHQFH�%RDUG�RI�&DQDGD�UHSRUW��$Q�(QJLQH�IRU�*URZWK�������5HSRUW�&DUG�
on Canada’s and Toronto’s Financial Services Sector��%XUW���������QRWHG�WKH�KHDY\�
FRQFHQWUDWLRQ�RI�ILQDQFLDO�VHUYLFHV�RFFXSDWLRQV�LQ�WKH�*7$��
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,Q�WKLV�FKDSWHU��,�VHW�WKH�VFHQH�IRU�UHDGHUV�E\�GHVFULELQJ�P\�UHVHDUFK�VLWH�V��DQG�

GHWDLOLQJ�WKH�GLYLVLRQV�RI�7KH�%DQN�WKDW�,�H[SORUHG��1H[W��,�SURYLGH�D�GHWDLOHG�GHSLFWLRQ�RI�

P\�UHVHDUFK�SDUWLFLSDQWV�DQG�GHOLQHDWH�WKH�VSHFLILF�UHVHDUFK�PHWKRGV�WKDW�,�HPSOR\HG�IRU�

WKLV�SURMHFW��,�DOVR�UHIOHFW�XSRQ�WKH�LPSOLFDWLRQV�RI�P\�XQLTXH�UHODWLRQVKLS�ZLWK�7KH�%DQN��

DV�D�IRUPHU�HPSOR\HH�ZLWK�H[SHULHQFH�ZRUNLQJ�LQ�WZR�RI�P\�UHVHDUFK�VLWHV��DORQJVLGH�D�

IHZ�RI�P\�SDUWLFLSDQWV���

�

Ϯ͘Ϯ�^ŝƚƵĂƚŝŶŐ�ƚŚĞ�ŽƌŐĂŶŝǌĂƚŝŽŶ�ĂŶĚ�ƚŚĞ�ƐƚƵĚǇ�
�
2I�WKH�URXJKO\���������&DQDGLDQV�ZKR�ZRUNHG�LQ�WKH�ILQDQFH�DQG�LQVXUDQFH�LQGXVWULHV�LQ�

���������SHU�FHQW�found employment in one of the country’s big five banks (Statistics 

&DQDGD������D��%02�)LQDQFLDO�*URXS��������&,%&��������5%&�5R\DO�%DQN��������

6FRWLDEDQN��������7'���������&ROOHFWLYHO\��5%&�5R\DO�%DQN��7'��6FRWLDEDQN��%02�

)LQDQFLDO�*URXS��DQG�&,%&�UXQ�WKRXVDQGV�RI�EUDQFKHV�LQ�&DQDGD��URXJKO\�������

EUDQFKHV��DQG�HPSOR\�PRUH�WKDQ���������SHRSOH�ZRUOGZLGH��%02�)LQDQFLDO�*URXS��

������&,%&��������5%&�5R\DO�%DQN��������6FRWLDEDQN��������7'���������7KHVH�DUH�

HQRUPRXV��JOREDO�RUJDQL]DWLRQV�ZLWK�YDULRXV�VXE�JURXSV�DQG�GLYLVLRQV��H�J���UHWDLO�

EDQNLQJ��LQVXUDQFH��LQYHVWPHQW�EDQNLQJ��SULYDWH�EDQNLQJ��FUHGLW�FDUGV��DQG�KXPDQ�

UHVRXUFHV���DQG�HYHQ�PRUH�GHSDUWPHQWV�RU�WHDPV�RI�ZRUNHUV��H�J��FXVWRPHU�VHUYLFH�

UHSUHVHQWDWLYHV��SRUWIROLR�VXSSRUW�RIILFHUV��FRPPHUFLDO�VHUYLFHV�RIILFHUV��PRUWJDJH�

VSHFLDOLVWV��FRPPHUFLDO�UHODWLRQVKLS�PDQDJHUV��DQG�IRUHLJQ�H[FKDQJH�RIILFHUV���7RJHWKHU��

WKH\�VHUYH�PLOOLRQV�RI�FXVWRPHUV��)RU�H[DPSOH��6FRWLDEDQN�UHSRUWV�WR�VHUYLFH����PLOOLRQ�

FXVWRPHUV�JOREDOO\��6FRWLDEDQN���������DQG�5%&�5R\DO�%DQN�FODLPV����PLOOLRQ�

FXVWRPHUV��5%&�5R\DO�%DQN����������
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� 5DWKHU�WKDQ�IRFXVLQJ�RQ�7KH�%DQN’s macro�RUJDQL]DWLRQDO�VWUXFWXUH�LQ�WKLV�VWXG\��,�

LQVWHDG�VLWXDWH�P\�UHVHDUFK�LQ�WZR�SULPDU\�DQG�FHQWUDO�ORFDWLRQV�RI�WKH�EDQN—WKH�EUDQFK�

DQG�FRPPHUFLDO�EDQNLQJ�HQYLURQPHQWV��6LJQLILFDQWO\��WKH�SHUVRQDO�DQG�FRPPHUFLDO�

EDQNLQJ�XQLWV�RI�WKHVH�RUJDQL]DWLRQV�HPSOR\�D�ODUJH�SURSRUWLRQ�RI�ZRUNHUV��ZLWK�%02�

)LQDQFLDO�*URXS�FDUU\LQJ��������IXOO�WLPH�HTXLYDOHQW�SHUVRQDO�DQG�FRPPHUFLDO�EDQNLQJ�

ZRUNHUV�LQ�&DQDGD��%02�)LQDQFLDO�*URXS���������DQG�5%&�5R\DO�%DQN�HPSOR\LQJ�

�������SHUVRQDO�DQG�FRPPHUFLDO�ZRUNHUV�ZRUOGZLGH��5%&�5R\DO�%DQN���������$OWKRXJK�

EDQNV�LQ�&DQDGD�KDYH�EHFRPH�LQFUHDVLQJO\�GLYHUVH�DQG�FRPSOH[��WKH�FRUH�VHUYLFHV�

SURYLGHG�E\�WKHVH�SHUVRQDO�DQG�FRPPHUFLDO�JURXSV�UHPDLQ�SDUDPRXQW��1RQHWKHOHVV��LQ�

DSSURDFKLQJ�WKLV�UHVHDUFK�,�DLPHG�WR�EH�PLQGIXO�RI�WKH�XQLTXH�WHQVLRQV�DQG�LQVHFXULWLHV�

embedded within branch and commercial workers’ relationships�WR�WKH�ODUJHU��PXOWL�

QDWLRQDO��PRVWO\�P\VWHULRXV�RUJDQL]DWLRQDO�FRQWH[W�RI�WKH�EDQN��

7KHUHIRUH��P\�UHVHDUFK�GUDZV�SDUWLFLSDQWV�IURP�WKH�SHUVRQDO�DQG�FRPPHUFLDO�

UHWDLO�EDQNLQJ�GLYLVLRQV�RI�7KH�%DQN��7KHVH�LQGLYLGXDOV�W\SLFDOO\�VSHQG�WKHLU�GD\V�

ZRUNLQJ�LQ�EUDQFKHV�RU�FRPPHUFLDO�GHSDUWPHQWV��SURYLGLQJ�ILQDQFLDO�VHUYLFHV�WR�SHUVRQDO��

VPDOO�EXVLQHVV��DQG�ODUJHU�FRPPHUFLDO�FXVWRPHUV��7KH�VFRSH�RI�WKHVH�VHUYLFHV�UDQJHV�

IURP�VLPSOH�WDVNV��VXFK�DV�FDVK�ZLWKGUDZDOV�DQG�ELOO�SD\PHQWV��WR�PRUH�VRSKLVWLFDWHG�

WDVNV��VXFK�DV�WHUP�OHQGLQJ�IRU�FRPPHUFLDO�SURSHUWLHV���

6WXG\LQJ�WKH�WULDQJOH�RI�SRZHU�LQ�WKH�UHWDLO�EUDQFK�DQG�FRPPHUFLDO�VHWWLQJV�

SURYLGHV�PDQ\�GLVWLQFW�DGYDQWDJHV��)LUVW��FRQGXFWLQJ�UHVHDUFK�LQ�WKHVH�WZR�ORFDWLRQV�

DOORZV�PH�WR�FRPSDUH�DQG�FRQWUDVW�WKH�LPSDFW�RI�YDULRXV�W\SHV�RI�FXVWRPHU�LQWHUDFWLRQV�

RQ�WKH�UHODWLRQVKLSV�ZLWKLQ�WKH�VHUYLFH�WULDQJOH��:KHUHDV�EUDQFK�ZRUNHUV��IRU�H[DPSOH��DUH�

PRUH�RIWHQ�LQYROYHG�LQ�IDFH�WR�IDFH�LQWHUDFWLRQV�ZLWK�FXVWRPHUV��FRPPHUFLDO�VHUYLFHV�
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RIILFHUV��&62V��SULPDULO\�LQWHUDFW�ZLWK�FXVWRPHUV�YLD�WHOHSKRQH�DQG�HPDLO��$V�GLVFXVVHG�

LQ�&KDSWHU����WKH�W\SH�RI�LQWHUDFWLRQ�LV�UHODWHG�WR�WKH�PHWKRGV�RI�FRQWURO�WKDW�PDQDJHUV�DUH�

DEOH�WR�HPSOR\�ZKHQ�PRQLWRULQJ�ZRUNHU�FXVWRPHU�LQWHUDFWLRQV��0RUHRYHU��LW�FDQ�DOVR�

LQIOXHQFH�KRZ�ZRUNHUV�SHUIRUP�DQG�H[SHULHQFH�HPRWLRQDO�ODERXU��D�WRSLF�WDNHQ�XS�LQ�

&KDSWHU�����

6HFRQG��EUDQFK�DQG�FRPPHUFLDO�ZRUNHUV�JHQHUDOO\�LQWHUDFW�ZLWK�GLIIHUHQW�W\SHV�RI�

FXVWRPHUV��DV�WKH�IRUPHU�JURXS�VHUYHV�PRVWO\�SHUVRQDO�FXVWRPHUV��DQG�WKH�ODWWHU�JURXS�

LQWHUDFWV�ZLWK�PLG�WR�ODUJH�VL]HG�FRPPHUFLDO�FXVWRPHUV��)XUWKHU��WKHVH�ZRUNHU�FXVWRPHU�

LQWHUDFWLRQV�WDNH�SODFH�ZLWKLQ�GLIIHUHQW�RUJDQL]DWLRQDO�VWUXFWXUHV��%HORZ��)LJXUH�����

GHSLFWV�WKH�VWUXFWXUH�RI�WKH�EUDQFK�ZLWK�UHVSHFW�WR�HPSOR\HH�RUJDQL]DWLRQ�DQG�FXVWRPHU�

LQWHUDFWLRQV��7KH�EUDQFK�LV�TXLWH�KLHUDUFKLFDO��PRYLQJ�XS�IURP�FXVWRPHU�VHUYLFH�

UHSUHVHQWDWLYHV��&65V��DQG�ILQDQFLDO�VHUYLFHV�FRRUGLQDWRUV��)6&V��WR�ILQDQFLDO�VHUYLFHV�

PDQDJHUV��)60V���DVVLVWDQW�EUDQFK�PDQDJHUV��$%0V��DQG��ILQDOO\��EUDQFK�PDQDJHUV�

�%0V���)LJXUH�����VNHWFKHV�RXW�WKH�RUJDQL]DWLRQDO�FRQWH[W�IRU�FRPPHUFLDO�ZRUNHUV��,Q�

FRQWUDVW�WR�EUDQFK�ZRUNHUV��&62V�RSHUDWH�ZLWKLQ�D�PXFK�IODWWHU�RUJDQL]DWLRQDO�KLHUDUFK\��

ZKHUH�&62V�DUH�WDVNHG�ZLWK�VXSSRUWLQJ�WKH�FOLHQW�OLVWV�RI�VSHFLILF�FRPPHUFLDO�

UHODWLRQVKLS�PDQDJHUV��&50V���$W�WKH�VDPH�WLPH��&62V�DQG�&50V�UHSRUW�WR�PDQDJHUV�LQ�

GLIIHUHQW�GHSDUWPHQWV—&62V�UHSRUW�WR�D�FRPPHUFLDO�VHUYLFHV�PDQDJHU��ZKLOH�&50V�

UHSRUW�GLUHFWO\�WR�D�FRPPHUFLDO�DUHD�PDQDJHU��&$0����

7KH�GD\�WR�GD\�DFWLYLWLHV�RI�EUDQFK�DQG�FRPPHUFLDO�ZRUNHUV�GR�LQWHUVHFW��

SULPDULO\�WKURXJK�VHUYLFLQJ�FRPPHUFLDO�FOLHQWV�ZKR�PD\�FRQFXUUHQWO\�GHDO�ZLWK�SHRSOH�DW�

WKH�EUDQFK��DV�ZHOO�DV�D�&62�DQG�D�&50��,Q�RQH�ZHHN��IRU�H[DPSOH��D�FRPPHUFLDO�
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FXVWRPHU�PD\�PDNH�D�GHSRVLW�DW�D�EUDQFK�ZLWK�D�&65�ZKLFK�WKHQ�SURPSWV�WKH�&65�WR�DVN�

WKH�&62�DVVLJQHG�WR�WKH�FXVWRPHU�WR�PDNH�D�VHUYLFH�FDOO��$IWHUZDUGV��WKH�DVVLJQHG�&50�

PD\�YLVLW�WKH�FXVWRPHU�WR�HQTXLUH�DERXW�WKH�SRVVLEOH�VDOH�RI�D�SURGXFW��$V�GHVFULEHG�LQ�

&KDSWHU����WKHVH�SRLQWV�RI�LQWHUVHFWLRQ�FDQ�FUHDWH�FRPSOLFDWHG�TXHVWLRQV�DERXW�ZKDW�

FRQVWLWXWHV�WHDPZRUN�LQ�WKLV�W\SH�RI�LQWHUDFWLYH�VHUYLFH�ZRUN��KRZ�FRQIOLFW�EHWZHHQ�FR�

ZRUNHUV�PD\�EH�PHGLDWHG�WKURXJK�FXVWRPHU�LQWHUDFWLRQV��DQG�KRZ�UHODWLRQVKLSV�EHWZHHQ�

ZRUNHUV�DQG�FXVWRPHUV��ZRUNHUV�DQG�PDQDJHUV��RU�ZRUNHUV�DQG�FR�ZRUNHUV�FDQ�EH�EHWWHU�

XQGHUVWRRG�WKURXJK�WKH�WULDQJOH�RI�SRZHU�IUDPHZRUN��%HORZ�LQ�7DEOH�����,�SURYLGH�D�

VXPPDU\�RI�WKH�UROHV�DQG�UHVSRQVLELOLWLHV�RI�P\�PDLQ�UHVHDUFK�SDUWLFLSDQWV��DV�ZHOO�DV�DQ�

RXWOLQH�RI�KRZ�WKH\�W\SLFDOO\�LQWHUDFW�ZLWK�FXVWRPHUV��

�

Ϯ͘ϯ�ZĞƐĞĂƌĐŚ�ŵĞƚŚŽĚƐ�
�
7R�DVVHVV�DQG�DQDO\]H�WKH�WULDQJOH�RI�SRZHU�LQ�EDQNLQJ�,�GUDZ�RQ�D�QXPEHU�RI�NH\�

VRXUFHV��,Q�WKLV�VHFWLRQ��,�GHVFULEH�WKH�UHVHDUFK�PHWKRGV�,�HPSOR\HG�IRU�WKLV�SURMHFW��7KHVH�

LQFOXGH��VHPL�VWUXFWXUHG�LQWHUYLHZV��LQIRUPDO�LQWHUYLHZV�DQG�SDUWLFLSDQW�REVHUYDWLRQ��

UHWURVSHFWLYH�SDUWLFLSDQW�REVHUYDWLRQ��DQG�GRFXPHQW�DQDO\VLV��

�

Ϯ͘ϯ͘ϭ�/ŶƚĞƌǀŝĞǁƐ�
�
&KLHI�DPRQJ�WKH�GDWD�VRXUFHV�IRU�WKLV�SURMHFW�DUH�WKH�ZRUNHUV�ZKR�DJUHHG�WR�SDUWLFLSDWH�LQ�

LQWHUYLHZV��$OWRJHWKHU��,�FRQGXFWHG����VHPL�VWUXFWXUHG��RI�ZKLFK����ZHUH�UHFRUGHG��DQG�

���LQIRUPDO�LQWHUYLHZV��7DEOH�����GHSLFWV�ZKLFK�GLYLVLRQV�RI�WKH�RUJDQL]DWLRQ�P\�

SDUWLFLSDQWV�DUH�GUDZQ�IURP��2YHUDOO��,�LQWHUYLHZHG�EDQNHUV�IURP�ILYH�EUDQFKHV�
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������Ǥͷǣ����������������������������������������
� &65V�DQG�)60V�

�%UDQFK��
&62V�
�&RPPHUFLDO��

3ULPDU\�
UROH�UHVSRQVLELOLWLHV�

•� 3URYLGH�IURQW�OLQH�
LQWHUDFWLYH�FXVWRPHU�
VHUYLFH�ZRUN�

•� 6HUYLFH�SHUVRQDO�DQG�
FRPPHUFLDO�FXVWRPHU�
WUDQVDFWLRQV�

•� 5HVSRQVLEOH�IRU�
SURGXFLQJ�UHIHUUDOV��
RSSRUWXQLWLHV�DQG�WKDQN�
\RX�FDUGV�

•� 3URFHVV�WUDQVDFWLRQV�IRU�
FRPPHUFLDO�FXVWRPHUV�

•� 3URYLGH�VXSSRUW�IRU�&50V�
•� 5HVSRQVLEOH�IRU�SURGXFLQJ�

UHIHUUDOV��RSSRUWXQLWLHV�DQG�
WKDQN�\RX�FDUGV�

:RUN�HQYLURQPHQW� •� 6HUYLFH�ZDON�LQ�
FXVWRPHUV�DQG�
DSSRLQWPHQWV�GXULQJ�
branch’s open hours�

•� &65V��ZRUN�LQ�SXEOLF��
RSHQ��QRQ�SULYDWH�VSDFH�

•� )60V��RIILFHV��FXELFOHV�

•� %DFN�URRP�HQYLURQPHQW��
•� 1RQ�IDFH�WR�IDFH�

LQWHUDFWLRQV�ZLWK�FXVWRPHUV�
�SKRQH��HPDLO��ID[��

•� :RUN�IURP�FXELFOHV�RQ�RSHQ�
IORRU�

3RVLWLRQ�ZLWKLQ�WKH�
VWUXFWXUH�RI�WKH�
RUJDQL]DWLRQ�

•� &65V� �HQWU\�OHYHO�
SRVLWLRQ�

•� +LHUDUFK\�H[WHQGV�
YHUWLFDOO\�IURP�&65�WR�
EUDQFK�PDQDJHU�
�FRQWDLQHG�ZLWKLQ�EUDQFK�
ORFDWLRQ��

•� 3HUVRQDO�EDQNLQJ�GLYLVLRQ�

•� /RZHU�OHYHO�RI�FRPPHUFLDO�
GLYLVLRQ�

•� )ODWWHU�KLHUDUFK\��&62V�–�
PDQDJHUV�–�DUHD�PDQDJHU���

•� 6XSSRUW�&50V�EXW�ORFDWHG�
ZLWKLQ�GLIIHUHQW�GHSDUWPHQW�

,QWHUDFWLRQV�ZLWK�FXVWRPHUV� •� )DFH�WR�IDFH�
•� 2IWHQ�WKH�ILUVW�SRLQW�RI�

FRQWDFW�
•� &65V��PRVWO\�VWDQGLQJ�XS�

�ZLWK�FXVWRPHUV�ZDLWLQJ��
YLVLEO\��LQ�OLQH��

•� 5HTXLUHV�SHUIRUPDQFH�RI�
HPRWLRQDO�ODERXU�

•� 1RQ�IDFH�WR�IDFH�
LQWHUDFWLRQV�XVLQJ�SKRQH��
HPDLO��ID[�

•� 7KLUG�SDUW\�LQWHUDFWLRQV�ZLWK�
FXVWRPHUV�WKURXJK�&50V�

•� 5HTXLUHV�SHUIRUPDQFH�RI�
HPRWLRQDO�ODERXU�

5ROH�RI�WKH�PDQDJHU� •� 0RQLWRU�VDOHV��UHIHUUDOV��
HPSOR\HH�FXVWRPHU�
LQWHUDFWLRQV�

•� 3URYLGH�ZHHNO\�
SHUIRUPDQFH�
IHHGEDFN�UHYLHZV�

•� “Coach” employee 
EHKDYLRXU�

•� ,QYROYHG�LQ�HQVXULQJ�GD\�WR�
GD\�WDVN�FRPSOHWLRQ�

•� 0RQLWRU�VDOHV��UHIHUUDOV��
HPSOR\HH�FXVWRPHU�
LQWHUDFWLRQV�

•� 3URYLGH�ZHHNO\�SHUIRUPDQFH�
IHHGEDFN�UHYLHZV�

•� “Coach” employee 
EHKDYLRXU�
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DQG�IRXU�FRPPHUFLDO�JURXSV��7KH�VPDOOHVW�EUDQFK�WKDW�,�YLVLWHG�KDG���IXOO�WLPH�DQG�WKUHH�

SDUW�WLPH�ZRUNHUV��ZKLOH�WKH�ODUJHVW�EUDQFK��WKH�PDLQ�EUDQFK��KDG�FORVH�WR�����

HPSOR\HHV���7KH�YDVW�PDMRULW\�RI�WKHVH�SDUWLFLSDQWV�DUH�LQWHUDFWLYH�VHUYLFH�ZRUNHUV��LQ�WKDW�

WKHLU�MRE�UHTXLUHV�VRPH�OHYHO�RI�HLWKHU�IDFH�WR�IDFH�RU�HOHFWURQLF�LQWHUDFWLRQ�ZLWK�

FXVWRPHUV��7KLV�JURXS�LQFOXGHV�&65V��)60V��)6&V��DQG�&62V��,Q�DGGLWLRQ�WR�WKLV�FRUH�

VHW�RI�SDUWLFLSDQWV��,�DOVR�VSRNH�ZLWK�WZR�OD\HUV�RI�PDQDJHPHQW—WKH�PDQDJHUV�RI�WKHVH�

LQWHUDFWLYH�VHUYLFH�ZRUNHUV��DV�ZHOO�DV�WKHLU�PDQDJHUV��%0V��FRPPHUFLDO�PDQDJHUV��

&$0V��DQG�SHUVRQDO�DUHD�PDQDJHUV��3$0V�����

3DUWLFLSDQWV�ZLWK�DW�OHDVW�WZR�\HDUV�RI�ZRUN�H[SHULHQFH�ZLWK�7KH�%DQN�ZHUH�

VHOHFWHG��KRZHYHU��WKH�YDVW�PDMRULW\�KDG�DW�OHDVW�ILYH�\HDUV�H[SHULHQFH�ZLWK�WKH�

RUJDQL]DWLRQ��7KLV�ZRUN�H[SHULHQFH�DOORZHG�SDUWLFLSDQWV�WR�EHWWHU�FRQWH[WXDOL]H�WKHLU�

REVHUYDWLRQV�RI�ZRUNHU�PDQDJHU�FXVWRPHU�UHODWLRQVKLSV�ZLWKLQ�EURDGHU�FKDQJHV�

XQIROGLQJ�DW�7KH�%DQN��,Q�SDUW�GXH�WR�WKHLU�ORQJHU�WHQXUH�ZLWK�WKH�RUJDQL]DWLRQ��PRVW�RI�

P\�SDUWLFLSDQWV�KDG�IXOO�WLPH�HPSOR\PHQW�ZLWK�7KH�%DQN��1RQHWKHOHVV��DOWKRXJK�RQO\�D�

KDQGIXO�RI�SDUWLFLSDQWV�KHOS�SDUW�WLPH�RU�WHPSRUDU\�FRQWUDFWV�ZLWK�WKH�RUJDQL]DWLRQ��PDQ\�

RI�P\�&62�DQG�)60�LQWHUYLHZHHV�KDG�SUHYLRXVO\�KHOG�HQWU\�OHYHO�%DQN�MREV��DQG�ZHUH�

DEOH�WR�VSHDN�WR�WKH�LQFUHDVLQJ�SUHFDULRXVQHVV�RI�WKHVH�RFFXSDWLRQV��VHH�&KDSWHU����

VHFWLRQV�����DQG�������

,�DOVR�HQGHDYRXUHG�WR�GHYHORS�D�GLYHUVH�VDPSOH�WKDW�LQFOXGHV�SDUWLFLSDQWV�IURP�

YDULRXV�VRFLDO�ORFDWLRQV��LQFOXGLQJ�DJH�DQG�UDFH��$V�VKRZQ�LQ�7DEOH������WKH�PDMRULW\�RI�

�������������������������������������������������
���������������������������������������ǡ�����������������������ͳͲͲͲ����������
�������������Ǥ�����������������������������������������������������������������
context, as well as the type of branch ȋtraditional or ǲneighbourhoodǳ—������
ǲneighbourhoodǳ branches are smaller, more likely to be openǦ�������ǡ���������
��������������������������������������������ǡ�����������������������������������
���������ǡ��������������ǡ����������������ȌǤ�
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P\�SDUWLFLSDQWV�ZHUH�ZRPHQ��,�KDG����ZRPHQ�SDUWLFLSDQWV�FRPSDUHG�WR����PHQ��7KH�DJHV�

RI�SDUWLFLSDQWV�ZHUH�ZHOO�GLVWULEXWHG��,Q�WRWDO�����RI�P\�LQWHUYLHZ�SDUWLFLSDQWV�ZHUH�

PHPEHUV�RI�D�YLVLEOH�PLQRULW\�JURXS��ZKLOH�WKH�UHVW�ZHUH�ZKLWH��7DEOH�����GHSLFWV�WKH�

UDFLDO�GLYHUVLW\�RI�P\�VDPSOH��ZKLFK�LQFOXGHV�LPPLJUDQW�ZRUNHUV�IURP�FRXQWULHV�VXFK�DV�

&KLQD��,QGLD��DQG�WKH�3KLOLSSLQHV���

$V�LQGLFDWHG�DERYH��LQWHUYLHZV�ZHUH�VHPL�VWUXFWXUHG�DQG�RSHQ�HQGHG�LQ�QDWXUH��,�

DSSURDFKHG�WKH�LQWHUYLHZ�SURFHVV�ZLWK�DQ�LQWHUYLHZ�VFKHGXOH��VHH�$SSHQGL[�$�IRU�

interview questions) and focused on posing “grand tour questions” (Miller and Crabtree, 

������WR�P\�SDUWLFLSDQWV��$V�0LOOHU�DQG�&UDEWUHH��������write, “grand tour or main 

TXHVWLRQV�DUH�RSHQ��HDVLO\�XQGHUVWRRG��GHVFULSWLYH�TXHVWLRQV�WKDW�VHHN�WR�HOLFLW�

XQGHUVWDQGLQJV��IHHOLQJV��NH\�WHUPV��DQG�PDMRU�IHDWXUHV�RU�DWWULEXWHV�DERXW�SHRSOH��DFWV��

WLPH��JRDOV��H[SHFWDWLRQs, motivations, and experiences” (p. 97). 7KHVH�RSHQ�HQGHG�

TXHVWLRQV�DOORZHG�RXU�FRQYHUVDWLRQV�WR�GHYHORS�LQ�XQSUHGLFWDEOH�GLUHFWLRQV��7KLV�

DSSURDFK�FDQ�EH�FKDUDFWHUL]HG�LQ�WHUPV�RI�ZKDW�5XELQ�DQG�5XELQ��������FDOO�D�

“responsive interviewing project”, in that “research questions evolve as you pursue new 

WKHPHV�that are suggested in the interviews” (p. 40).�

��

������Ǥǣ��������������������������
� 6HPL�VWUXFWXUHG�

LQWHUYLHZV�ZLWK�
EUDQFK�ZRUNHUV��

6HPL�VWUXFWXUHG�
LQWHUYLHZV�ZLWK�
FRPPHUFLDO�
ZRUNHUV�

6HPL�VWUXFWXUHG�
LQWHUYLHZV�ZLWK�
VHQLRU�PDQDJHUV�

,QIRUPDO�
LQWHUYLHZV�
ZLWK�93V��
FXVWRPHUV�

7RWDO�

1XPEHU�RI�
SDUWLFLSDQWV�

��� ��� �� ��� ���

�



�
���

������Ǥǣ��������������������������������
� *HQGHU� ��������������������������������������$JH�

� 0DOH� )HPDOH� 7RWDO� ������ ������ ������ ������ 7RWDO�

1XPEHU�RI�
SDUWLFLSDQWV�

��� ��� ��� ��� �� ��� ��� ���

�

������Ǥͺǣ����������������������
� 5DFH� �

� &KLQHVH� )LOLSLQR� ,QGLDQ�	�3DNLVWDQL� -DPDLFDQ� :KLWH������7RWDO�

1XPEHU�RI�
SDUWLFLSDQWV�

�� �� �� �� ����������������������������

�

)RU�H[DPSOH��LQ�HDUO\�LQWHUYLHZV�IRU�WKLV�SURMHFW��,�DVNHG�SDUWLFLSDQWV�JUDQG�

WRXULQJ�TXHVWLRQV�DERXW�FKDQJH�DQG�WKH�UROH�RI�WKH�FXVWRPHU�LQ�WKH�EDQN��)URP�DVNLQJ�

TXHVWLRQV�VXFK�DV�“Are there any key organizational changes over the past few years thaW�

impact your work experience?” or “How does the customer play a role in�\RXU�

performance assessment?”, I TXLFNO\�HVWDEOLVKHG�D�WKHPH�LQYROYLQJ�WKDQN�\RX�FDUGV�DQG�

DXWKHQWLFLW\�LQ�ZRUNHU�FXVWRPHU�UHODWLRQVKLSV��&RQVHTXHQWO\��,�GHYHORSHG�VSHFLILF�

TXHVWLRQV�DURXQG�WKLV�WKHPH�WKDW�,�FRXOG�SRVH�WR�ODWHU�SDUWLFLSDQWV���

�

Ϯ͘ϯ͘Ϯ�WĂƌƚŝĐŝƉĂŶƚ�ŽďƐĞƌǀĂƚŝŽŶ�
�
$OWKRXJK�WKH�ILQGLQJV�IURP�WKLV�VWXG\�DUH�EDVHG�SULPDULO\�RQ�WKH�VHPL�VWUXFWXUHG�

LQWHUYLHZV�GHVFULEHG�DERYH��,�HPSOR\HG�SDUWLFLSDQW�REVHUYDWLRQ�DV�D�VHFRQG�LQVWUXFWLYH�

UHVHDUFK�PHWKRG��7KLV�LQFOXGHG�ERWK�DFWLYH�SDUWLFLSDQW�REVHUYDWLRQ��FRQGXFWHG�ZKLOH�,�

ZDV�LQ�WKH�ILHOG�RYHU�WKH�ZLQWHU�DQG�VSULQJ�RI������������DQG�UHWURVSHFWLYH�SDUWLFLSDQW�

REVHUYDWLRQ��GUDZQ�IURP�P\�SDVW�H[SHULHQFHV�ZRUNLQJ�DW�7KH�%DQN��7R�EHJLQ�ZLWK�WKH�
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IRUPHU��,�ZDV�JLYHQ�IDLUO\�RSHQ�DFFHVV�WR�WKUHH�RI�P\�UHVHDUFK�VLWHV�E\�WZR�&$0V�DQG�

RQH�%0��,�GLG�YLVLW�DGGLWLRQDO�EDQN�ORFDWLRQV�WR�LQWHUYLHZ�ZRUNHUV��EXW�DW�WKHVH�VLWHV�

LQWHUYLHZV�ZHUH�SUH�DUUDQJHG�DQG�,�W\SLFDOO\�DUULYHG�MXVW�EHIRUH�WKH�PHHWLQJ�DQG�OHIW�RQFH�

LW�ZDV�RYHU���

,Q�FRQWUDVW��LQ�WKH�FRPPHUFLDO�GHSDUWPHQW�DW�WKH�PDLQ�RIILFH��DV�ZHOO�DV�D�VXEXUEDQ�

FRPPHUFLDO�GHSDUWPHQW�DQG�DQ�XUEDQ�EUDQFK��,�ZDV�SHUPLWWHG�WR�LQIRUPDOO\�FKDW�ZLWK�

workers, “walk the floor” and observe work operations and, at times, observH�ZRUNHU�

FXVWRPHU�LQWHUDFWLRQV�LQ�SHUVRQ�DQG�YLD�WKH�WHOHSKRQH��7KLV�ZDV�SDUWLFXODUO\�WKH�FDVH�DW�

WKH�PDLQ�RIILFH�ZKHUH�,�LQWHUYLHZHG�WKH�PDMRULW\�RI�P\�FRPPHUFLDO�SDUWLFLSDQWV�DQG�VSHQW�

WKH�PRVW�DPRXQW�RI�WLPH�LQ�WKH�ZRUNSODFH��0DQ\�RI�WKHVH�LQWHUYLHZV�ZHUH�QRW�SUH�

SODQQHG�DQG�,�EHQHILWHG�IURP�EHLQJ�LQ�WKHLU�ZRUNSODFH�VR�ZH�FRXOG�GXFN�RXW�WR�D�FRIIHH�

VKRS�RU�LQWR�D�EDFN�ERDUGURRP�IRU�D�FKDW�ZKHQHYHU�SDUWLFLSDQWV�KDG�D�EUHDN�LQ�WKHLU�GD\��

$OWRJHWKHU�,�VSHQW�XSZDUGV�RI�����KRXUV��D�PL[WXUH�RI�PRVWO\�������DQG���KRXU�GD\V��

“hanging out” in The %DQN’s�ZRUNSODFH��

� 0\�WLPH�VSHQW�LQ�WKH�ILHOG�LV�VXSSOHPHQWHG�E\�P\�RZQ�SHUVRQDO�H[SHULHQFH�

ZRUNLQJ�IRU�7KH�%DQN��)URP�WKH�VXPPHU�RI������XQWLO�WKH�IDOO�RI������,�KHOG�FXVWRPHU�

VHUYLFH�UROHV�LQ�ERWK�SHUVRQDO�DQG�FRPPHUFLDO�EDQNLQJ��SULPDULO\�DV�D�&65�DQG�D�&62��

0\�HPSOR\PHQW�FRQVLVWHG�RI�SDUW�WLPH��VHDVRQDO��FRQWUDFW��DQG�IXOO�WLPH�DUUDQJHPHQWV�DW�

EUDQFKHV�WKURXJKRXW�WKH�*7$��LQ�+DOLID[��1RYD�6FRWLD��DQG�WKH�PDLQ�FRPPHUFLDO�RIILFH�

in Toronto. My approach here may be described as “retrospective participant 

observation” (Bulmer, 1982). �

%XOPHU�QRWHV�WKH�UHYHUVDO�RI�WKH�VHTXHQFHV�RI�FRQYHQWLRQDO�UHVHDUFK�IRU�

UHWURVSHFWLYH�SDUWLFLSDQW�REVHUYDWLRQ��ZLWK�SDUWLFLSDWLRQ�LQ�WKH�UHVHDUFK�HQYLURQPHQW�DV�D�



�
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“nonsociologist” preempting work as an academic sociologist. This non�WUDGLWLRQDO�

VHTXHQFH�UHVHPEOHV�WKH�IROORZLQJ��

�

7RWDO�SDUWLFLSDQW��QRQVRFLRORJLVW��Æ�DFDGHPLF�VRFLRORJLVW�Æ�UHWURVSHFWLYH�REVHUYHU��VRFLRORJLVW��

�

Bulmer writes, “As a total participant… the ‘observer’ was completely immersed in the 

VHWWLQJ�ZKLFK�KH�RU�VKH�ZDV�VWXG\LQJ��EXW�KDG�QRW�\HW�GHYHORSHG�D�Uesearch interest in it” 

�������S���������6HPLQDO�VWXGLHV�LQ�WKH�ILHOG�RI�VRFLRORJ\�E\�DXWKRUV�VXFK�DV�%HFNHU�

�������KDYH�LQFRUSRUDWHG�WKH�SHUVRQDO��DQG�SULRU��H[SHULHQFH�RI�WKH�DXWKRU�LQWR�WKH�

project. In Becker’s case, he, logically, used his experience aV�D�ZRUNLQJ�PXVLFLDQ�WR�

LQIRUP�KLV�VWXG\�RI�PXVLFLDQV��,Q�WKH�SDVW�IHZ�GHFDGHV��VHYHUDO�LPSRUWDQW�HWKQRJUDSKLHV�

RI�ZRUNSODFHV�DQG�RUJDQL]DWLRQV�KDYH�GHYHORSHG�DV�D�GLUHFW�UHVXOW�RI�UHVHDUFKHUV�KDYLQJ�

KDG�SULRU�H[SHULHQFH�LQ�WKRVH�HQYLURQPHQWV��H�J���%XUDZR\��������3LHUFH��������+R��

���������

5HFHQWO\��WKH�UHWURVSHFWLYH�SDUWLFLSDQW�REVHUYDWLRQ�DSSURDFK�KDV�EHHQ�VXFFHVVIXOO\�

WDNHQ�XS�E\�&XUOH\�DQG�5R\OH��������ZKR�GUDZ�RQ�SDVW�ZRUN�H[SHULHQFH�LQ�WKHLU�DQDO\VLV�

RI�HPRWLRQDO�ODERXU�LQ�WKH�DLUOLQH�LQGXVWU\�LQ�,UHland. They write: “This prior employment 

experience… shaped our understanding of the issues, providing invaluable and rich 

LQVLJKWV�LQWR�WKH�FKDQJLQJ�QDWXUH�RI�ZRUN��WKH�UHODWLRQV�EHWZHHQ�FDELQ�FUHZ��PDQDJHPHQW�

�������������������������������������������������
�������������������������������������������������������������������������������������
����������������ǡ��������Ǥ������������������������������������������������ǡ�
�������writes, ǲNo deception of those studied was involved, no breach of informed 
����������������ǡ�����������������������������������������������������������������
carried outǳ ȋͳͻͺʹ, p. ʹ55Ȍ.�
�����������������������������������������������Ǧ������������ǡ����ȋʹͲͲͻȌ�����������
she calls her ǲpreǦfieldworkǳ experience ȋher time spent working for the firmȌ as a 
����������������������������������������������Ǥ�
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DQG�SDVVHQJHUV�DQG�WKH�ZD\�LQ�ZKLFK�FDELQ�FUHw identify with their jobs in this company” 

�S��������,Q�P\�FDVH��SDVW�ZRUN�H[SHULHQFHV�PHDQW�WKDW�,�ZDV�IDPLOLDU�ZLWK�FHUWDLQ�SROLFLHV�

DQG�SURGXFWV��RUJDQL]DWLRQDO�LQLWLDWLYHV��PDQDJHULDO�VWUDWHJLHV��DQG�FXVWRPHU�LQWHUDFWLRQV��

Moreover, having a “shared” H[SHULHQFH�ZLWK�PDQ\�RI�P\�SDUWLFLSDQWV�DOVR�PHDQW�WKDW�,�

HQWHUHG�WKH�ILHOG�ZLWK�D�QHWZRUN�RI�SRWHQWLDO�SDUWLFLSDQWV�LQ�SODFH�DQG�WKH�WUXVW�RI�NH\�

JDWHNHHSHUV��SULPDULO\�EUDQFK�PDQDJHUV�DQG�FRPPHUFLDO�PDQDJHUV��WR�DOORZ�PH�WR�ZDON�

WKH�IORRU�DQG�LQIRUPDOO\�REVHUYH�DQG�LQWHUDFW�ZLWK�ZRUNHUV��,�VKRXOG�QRWH��KRZHYHU��WKDW�

DOWKRXJK�,�GUHZ�RQ�SDVW�H[SHULHQFHV�WR�EHWWHU�XQGHUVWDQG�UHVHDUFK�ILQGLQJV�DQG�KHOS�EXLOG�

UHODWLRQVKLSV�ZLWK�SDUWLFLSDQWV��DOO�RI�P\�UHVHDUFK�GDWD�FRPHV�IURP�WLPH�VSHQW�LQ�WKH�ILHOG�

DV�D�UHVHDUFKHU��������������

�

Ϯ͘ϯ͘ϯ��ŽĐƵŵĞŶƚƐ�
�
6XSSOHPHQWLQJ�WKH�GDWD�,�FROOHFWHG�IURP�LQWHUYLHZV�DQG�SDUWLFLSDQW�REVHUYDWLRQ��,�DOVR�

DQDO\]HG�D�QXPEHU�RI�KHOSIXO�EDQN�GRFXPHQWV��)LUVW��,�FROOHFWHG�PDQDJHULDO�WRROV�VXFK�DV�

“observation check�lists” (used by managers�ZKHQ�REVHUYLQJ�ZRUNHU�FXVWRPHU�

LQWHUDFWLRQV��DQG�SHUIRUPDQFH�DVVHVVPHQW�IRUPV��FR�ZULWWHQ�E\�ZRUNHUV�DQG�PDQDJHUV�IRU�

SHUIRUPDQFH�UHYLHZV���7KH�IRUPHU�IRUPV�DUH�XVHG�LQ�ERWK�WKH�EUDQFK�DQG�FRPPHUFLDO�

HQYLURQPHQWV��WR�REVHUYH�FXVWRPHU�LQWHUDFWLRQV�IRU�&65V��)60V��&62V��DQG�&50V��

However, in the branch setting, the “observing” manager is usually quite visible (with 

managers standing behind workers during customer interactions), while “observation” in 

WKH�FRPPHUFLDO�HQYLURQPHQW�LV�PXFK�PRUH�VXEWOH��ZLWK�PDQDJHUV�PRUH�RIWHQ�

SDUWLFLSDWLQJ�LQ�FXVWRPHU�PHHWLQJV�DQG�SURYLGLQJ�IHHGEDFN�DIWHUZDUGV���3HUIRUPDQFH�
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DVVHVVPHQW�IRUPV�DOVR�YDU\�VOLJKWO\�E\�MRE�FDWHJRU\��DOWKRXJK�WKH\�DOO�KDYH�D�PDMRU�

FXVWRPHU�VHUYLFH�FRPSRQHQW���

� 6HFRQG��,�FROOHFWHG�FRSLHV�RI����WKDQN�\RX�FDUGV��7<&V���WKH�PDMRULW\�RI�ZKLFK�

ZHUH�ZULWWHQ�E\�FRPPHUFLDO�ZRUNHUV�WR�FXVWRPHUV��,QGLYLGXDOV�LQ�ERWK�SHUVRQDO�DQG�

FRPPHUFLDO�EDQNLQJ�DUH�PDQGDWHG�WR�VHQG�GLIIHUHQW�QXPEHUV�RI�7<&V�RQ�D�ZHHNO\�EDVLV��

7KHVH�FDUGV�SURYLGH�DQ�DFFHVV�SRLQW�WR�REVHUYLQJ�WKH�SURPLQHQW�WKHPHV��WRSLFV��DQG�

FRQWHQW�ZRUNHUV�ZULWH�DERXW��6LQFH�WKH\�KDYH�DOVR�EHHQ�UHDG��DVVHVVHG��DQG�FULWLTXHG�E\�

PDQDJHUV��WKH\�JDYH�PH�WKH�RSSRUWXQLW\�WR�VHH�ZKDW�PDQDJHUV�ORRN�IRU�LQ�WKHP����

To analyze these documents I draw on Prior’s (2�����FRQFHSW�RI�JHQHUDWLYH�

documents and Gibson and Brown’s (2009) discussion of rhetorical analysis. TYCs, 

REVHUYDWLRQ�FKHFN�OLVWV��DQG�SHUIRUPDQFH�DVVHVVPHQW�IRUPV�SURYLGH�D�ZLQGRZ�LQWR�KRZ�

ZRUNHU�FXVWRPHU�UHODWLRQVKLSV�DUH�WUDFNHG��FRDFKHG��DQG�LQFRUSRUDWHG�LQWR�ZRUNHU�

UHYLHZV��&ROOHFWLYHO\��WKHVH�RUJDQL]DWLRQDO�GRFXPHQWV�DOVR�SURYLGH�LPSRUWDQW�EDFNJURXQG�

information regarding how the bank’s management conceptualizes and constructs ideal 

EUDQFK�DQG�FRPPHUFLDO�ZRUNHUV��DQG�LGHDO�ZRUNHU�FXVWRPHU�UHODWLRQVKLSV��

�

Ϯ͘ϰ�EĞŐŽƚŝĂƚŝŶŐ�ǁŝƚŚ�ƚŚĞ�ƉĂƐƚ�
�
$V�GHVFULEHG�DERYH��P\�RZQ�SHUVRQDO�H[SHULHQFH�ZRUNLQJ�IRU�7KH�%DQN�SUHVHQWHG�XQLTXH�

RSSRUWXQLWLHV�DQG�FKDOOHQJHV�GXULQJ�WKH�GDWD�FROOHFWLRQ�SURFHVV��7KH�ELJJHVW�EHQHILWV�IURP�

KDYLQJ�ZRUNHG�IRU�7KH�%DQN�DUH�XQGRXEWHGO\�WKH�DYDLODEOH�SRLQWV�RI�HQWU\�LQWR�WKH�

RUJDQL]DWLRQ�DV�ZHOO�DV�WKH�KLJK�OHYHO�RI�DFFHVV�,�ZDV�DIIRUGHG�WR�SRWHQWLDO�SDUWLFLSDQWV��

7KH�SUH�HVWDEOLVKHG�UHODWLRQVKLSV�,�KDG�ZLWK�NH\�PLG��DQG�XSSHU�OHYHO�PDQDJHUV�DOORZHG�

PH�WR�PHHW�ZLWK�YLFH�SUHVLGHQWV�ZKR�VXEVHTXHQWO\�SURYLGHG�FUXFLDO�LQIRUPDO�VXSSRUW�IRU�



�
���

WKH�SURMHFW��7KURXJK�IRUPHU�FR�ZRUNHUV�DQG�PDQDJHUV��,�ZDV�DEOH�WR�GUDZ�UHVHDUFK�

SDUWLFLSDQWV�DQG�VHFXUH�LQWURGXFWLRQV�ZLWK�PDQDJHUV�DQG�ZRUNHUV�IURP�RWKHU�GHSDUWPHQWV�

ZKHUH�,�KDG�QR�SUHYLRXV�H[SHULHQFH���

8VLQJ�D�UHWURVSHFWLYH�SDUWLFLSDQW�REVHUYDWLRQ�DSSURDFK�WR�IUDPH�DQG�LQFRUSRUDWH�

P\�SDVW�REVHUYDWLRQV�DERXW�WKH�FKDQJLQJ�VWUXFWXUHV�RI�EDQNLQJ�ZRUN�DQG�WKH�H[SHULHQFH�

RI�SDUWLFLSDWLQJ�LQ�ZRUNHU�PDQDJHU�FXVWRPHU�UHODWLRQVKLSV�LV�SURGXFWLYH��1RQHWKHOHVV��LQ�

UHWXUQLQJ�WR�WKH�RUJDQL]DWLRQ�,�UHFRJQL]HG�WKDW�P\�H[SHULHQFHV�DQG�REVHUYDWLRQV�DOVR�

XQGRXEWHGO\�LQIOXHQFHG�WKH�ZD\�WKDW�,�LQWHUDFWHG�ZLWK�SDUWLFLSDQWV�DQG�FRQVWUXFWHG�P\�

LQWHUYLHZ�TXHVWLRQV���

:LWK�UHVSHFW�WR�LQWHUYLHZV��,�ZDV�DZDUH�WKDW�EULQJLQJ�RUJDQL]DWLRQDO�NQRZOHGJH�RI�

7KH�%DQN�LQWR�WKH�LQWHUYLHZ�SURFHVV�FRXOG�LPSDFW�UDSSRUW��WKH�FR�FRQVWUXFWLRQ�RI�

NQRZOHGJH��DQG�WKH�SRZHU�G\QDPLFV�RI�WKH�LQWHUYLHZHU�LQWHUYLHZHH�UHODWLRQVKLS��$V�

5XELQ�DQG�5XELQ��������note, “trust increases as people see tKDW�\RX�VKDUH�D�FRPPRQ�

background with them” (p. 92). Interview participants would ask questions such as, “Was 

it like that when you were here?” The following interaction�,�KDG�ZLWK�DQ�)6&�LV�QRW�

DW\SLFDO�RI�WKH�NLQG�RI�UDSSRUW�EXLOGLQJ�,�HQJDJHG�LQ�GXULQJ�LQWHUYLHZV���

'RQRYDQ: I don’t like being micromanaged, personally. No. But, it didn’t used to 

EH�OLNH�WKDW�ULJKW"�

0H��1R��QRW�DV�PXFK��

'RQRYDQ��6R��KRZ�ZDV�LW�OLNH�LQ�����"�

0H��There wasn’t the same emphasis on sales I don’t think…�

�������������������������������������������������
�����������������������������������������������������������������������������������
������������������������������������������������Ǥ��������ǡ���������������������������
�������������������������Ǥ�
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:KHQ�XQGHUWDNLQJ�TXDOLWative research, it is essential to acknowledge the researcher’s 

DFWLYH�UROH�LQ�WKH�FR�FRQVWUXFWLRQ�RI�NQRZOHGJH�GXULQJ�WKH�LQWHUYLHZ�SURFHVV��VHH�5DSOH\��

�������RQ�FR�FRQVWUXFWLQJ�LQWHUYLHZV���+HUH��UHVHDUFKHU�UHIOH[LYLW\�LV�FUXFLDO��DV�

HWKQRJUDSKLHV�IURP�5DSS���������%LHKO���������DQG�6FKHSHU�+XJKHV��������GHPRQVWUDWH��

UHVHDUFKHUV�FDQ�DQG�GR�LPSDFW�WKH�VKDSH�RI�LQYHVWLJDWLYH�SURMHFWV�DV�ZHOO�DV�WKH�RXWFRPHV�

RI�WKHLU�VWXGLHV��&RQWLQXLQJ�WR�FRQIURQW�WKLV�LVVXH�DQG�JUDSSOH�ZLWK�KRZ�WKLV�SURFHVV�

XQIROGV�LV�D�SULPDU\�UHVSRQVLELOLW\�IRU�TXDOLWDWLYH�UHVHDUFKHUV��'XULQJ�WKH�FRXUVH�RI�GDWD�

FROOHFWLRQ�DQG�DQDO\VLV�IRU�WKLV�SURMHFW��,�KDYH�HQGHDYRXUHG�WR�XWLOL]H�P\�UHVHDUFK�MRXUQDO�

WR�FRQVLGHU�WKHVH�LPSRUWDQW�TXHVWLRQV���

'XULQJ�LQWHUYLHZV��,�ZDV�KRQHVW�DQG�XSIURQW�DERXW�P\�IRUPHU�MRE�SRVLWLRQV�LQ�WKH�

EDQN��ZKLFK�KDG�WKH�SRWHQWLDO�WR�LPSDFW�WKH�SRZHU�G\QDPLFV�EHWZHHQ�P\�UHVHDUFK�

SDUWLFLSDQWV�DQG�PH��+RIIPDQQ��������GHVFULEHV�KRZ�UHVHDUFKHUV�PXVW�EH�DZDUH�WKDW�

power is at play in interviews, writing, “As bearers of inforPDWLRQ��WKH�LQWHUYLHZHH�

possesses the power inherent in having knowledge that another lacks and wants” (p. 322). 

%ULQJLQJ�NQRZOHGJH�DERXW�7KH�%DQN’s�ZRUNSODFH—SDUWLFXODUO\�WR�LQWHUYLHZV�ZLWK�

LQGLYLGXDOV�ZRUNLQJ�DV�&65V�DQG�&62V��UROHV�,�KDYH�KHOG�LQ�WKH�SDVW�—PD\�KDYH�

VRPHWLPHV�UHVXOWHG�LQ�PH�SDUWLFLSDWLQJ�WRR�PXFK�LQ�WKH�LQWHUYLHZ��<HW�RYHUDOO��,�IHHO�WKDW�

WKHVH�SDUWLFLSDQWV�ZHUH�ZLOOLQJ�WR�VKDUH�WKHLU�REVHUYDWLRQV�RQ�YDULRXV�VXEMHFWV�ZLWK�PH�LQ�

DQ�RSHQ�DQG�KRQHVW�ZD\���

$OWHUQDWLYHO\��,�ZDV�KLJKO\�DZDUH�RI�KRZ�SRZHU�FDQ�RSHUDWH�LQ�RSHQ�HQGHG�

LQWHUYLHZV�ZKHQ�VSHDNLQJ�ZLWK�LQGLYLGXDOV�LQ�VHQLRU�SRVLWLRQV�DW�7KH�%DQN��2Q�D�IHZ�

RFFDVLRQV��,�KDG�GLIILFXOW\�FRQWUROOLQJ�WKH�WUDMHFWRU\�RI�WKH�LQWHUYLHZ—PRVWO\�EHFDXVH�,�
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ZDV�WKDQNIXO�IRU�WKH�WLPH��H[SHUWLVH�DQG�DFFHVV�WKDW�WKHVH�SDUWLFLSDQWV�ZHUH�JLYLQJ�PH��

DQG�GLG�QRW�IHHO�FRPIRUWDEOH��RU�VLPSO\�ZDV�QRW�VXFFHVVIXO��LQWHUMHFWLQJ��

�

Ϯ͘ϱ��ĂƚĂ�ĂŶĂůǇƐŝƐ�
�
,QWHUYLHZ�WUDQVFULSWV�KDYH�EHHQ�DQDO\]HG�XVLQJ�7$06�$QDO\]HU�DQG�19LYR�TXDOLWDWLYH�

GDWD�DQDO\VLV�VRIWZDUH��8VLQJ�LQVLJKWV�IURP�6DOGDQD��������DQG�*LEVRQ�DQG�%URZQ��������

,�GHYHORSHG�D�OLVW�RI�DQDO\WLF��HPHUJHQW��DQG�LQ�YLYR�FRGHV��,�EHJDQ�ZLWK�D�VHW�RI�D�SULRUL�

analytic codes, designed to “categorize aspects of a more general prespecified interest” 

�*LEVRQ�DQG�%URZQ��������S��������7KHVH�FRGHV�GHULYH�IURP�P\�WKHRUHWLFDO�LQWHUHVW�LQ�WKH�

WULDQJOH�RI�SRZHU��HPRWLRQDO�ODERXU��DQG�FRQIOLFW�DQG�FRQWURO�LQ�EDQNLQJ��DQG�LQFOXGH�

WKHPDWLF�FRGHV�UHODWHG�WR�WKHVH�EURDG�WRSLFV��,Q�FRQWUDVW�WR�D�SULRUL�FRGHV��HPHUJHQW�FRGHV�

PDWHULDlize or “emerge through the exploration of data. They may be a derivative of an a 

SULRUL�FDWHJRU\�RU�VRPHWKLQJ�HQWLUHO\�QHZ�WKDW�ZDV�QRW�IRUHVHHQ�LQ�WKH�RULJLQDO�UHVHDUFK�

formation… emergent code categories may hint at areas of interest that have not been 

systematically explored through the research design” (Gibson and Brown, 2009, p. 133). 

(PHUJHQW�FRGHV�PD\�DOVo be categorized as “in vivo”—FRGHV�WKDW�HPHUJH�ZRUG�IRU�ZRUG�

IURP�LQWHUYLHZ�WUDQVFULSWV��6DOGDQD���������,Q�YLYR�HPHUJHQW�FRGHV�WKDW�,�LGHQWLILHG�LQ�WKH�

coding process include, “helping the customer”, “on the same page”, “playing the game”, 

“fake”, “sincere”, and “genuine”.�

� $IWHU�DQDO\]LQJ�P\�UHVHDUFK�GDWD�DQG�GHYHORSLQJ�D�SUHOLPLQDU\�VHW�RI�NH\�ILQGLQJV�

,�HQJDJHG�LQ�PHPEHU�FKHFNLQJ��6FKRODUV�ZKR�KDYH�XQGHUWDNHQ�TXDOLWDWLYH�UHVHDUFK�QRWH�

WKH�LPSRUWDQFH�RI�VROLFLWLQJ�IHHGEDFN�IURP�UHVHDUFK�SDUWLFLSDQWV�IRU�LPSURYLQJ�WKH�

YDOLGLW\�RI�UHVHDUFK�ILQGLQJV��VHH�/LQFROQ�DQG�*XED��������&UHVZHOO�DQG�0LOOHU��������
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&KR�DQG�7UHQW��������.RHOVFK���������$V�/LQFROQ�DQG�*XED��������QRWHG��PHPEHU�

checking is a “crucial technique for establishing credibility” (p. 314). It involves taking 

ILQGLQgs back to the research site and having them “subjected to the scrutiny of the 

persons who provided information” (Lincoln and Guba, 1985, p. 236). During my 

ILHOGZRUN��,�GHYHORSHG�FORVH�UHODWLRQVKLSV�ZLWK�D�QXPEHU�RI�SDUWLFLSDQWV��SDUWLFXODUO\�LQ�

WKH�ILHOG�VLWHV�ZKHUH�,�FRQGXFWHG�SDUWLFLSDQW�REVHUYDWLRQ��7RZDUGV�WKH�HQG�RI�P\�WLPH�LQ�

WKH�ILHOG��,�UHYLVLWHG�D�QXPEHU�RI�SDUWLFLSDQWV�WR�GLVFXVV�ZKHWKHU�WKH�WKHPHV�,�ZDV�

EHJLQQLQJ�WR�VHH�HPHUJH�PDGH�VHQVH�DQG�VHHPHG�UHDOLVWLF�DQG�DFFXUDWH��$IWHU�FRPSOHWLQJ�

P\�SULPDU\�ILHOGZRUN��,�DOVR�IROORZHG�XS�ZLWK�WKUHH�KHOSIXO�SDUWLFLSDQWV��WZR�IURP�

FRPPHUFLDO�EDQNLQJ��RQH�IURP�SHUVRQDO�EDQNLQJ��WR�GLVFXVV�P\�VXEVHTXHQW�ILQGLQJV�DQG�

DQDO\VLV��$V�&UHVZHOO�DQG�0LOOHU��������VXJJHVW��WKLV�PHPEHU�FKHFNLQJ�DOORZHG�PH�WR�

“confirm the credibility of the information and narrative account” (p. 127) that I have 

FRQVWUXFWHG��

�

Ϯ͘ϲ��ŽŶĐůƵƐŝŽŶ�
�
,Q�WKLV�FKDSWHU��,�KDYH�RIIHUHG�DQ�LQWURGXFWLRQ�WR�WKH�EUDQFK�DQG�FRPPHUFLDO�HQYLURQPHQWV�

DW�7KH�%DQN�DV�ZHOO�DV�P\�SULPDU\�UHVHDUFK�SDUWLFLSDQWV��$OWKRXJK�,�VSRNH�ZLWK�D�UDQJH�

RI�ZRUNHUV�LQ�WKHVH�WZR�VHWWLQJV��IURP�HQWU\�OHYHO�WR�VHQLRU�PDQDJHPHQW��P\�PDLQ�GDWD�

VRXUFHV�FRQVLVW�RI�)60V�DQG�)6&V�LQ�WKH�EUDQFK��DQG�&62V�LQ�WKH�FRPPHUFLDO�VHWWLQJ��$V�

GLVFXVVHG�LQ�WKH�QH[W�FKDSWHU��WKH�UROHV�DQG�UHVSRQVLELOLWLHV�RI�WKHVH�JURXSV�KDYH�OLNHO\�

FKDQJHG�PRUH�LQ�UHFHQW�\HDUV�WKDQ�DQ\�RWKHU�FXVWRPHU�IDFLQJ�SRVLWLRQ�LQ�WKH�EDQN��

Moreover, most of these changes involve management’s push to re�GHILQH�DQG�UH�

RUJDQL]H�WKH�VWUXFWXUH�DQG�H[SHULHQFH�RI�ZRUN�DURXQG�WKH�FXVWRPHU��,Q�DFFRUGDQFH��WKH�
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LQVLJKWV�JOHDQHG�IURP�WKHVH�SDUWLFLSDQWV�LQIRUP�PXFK�RI�P\�DQDO\VLV�RI�FRQWURO�DQG�

HPRWLRQDO�ODERXU�LQ�WKH�VHUYLFH�WULDQJOH�WKDW�IROORZV��VHH�&KDSWHUV���DQG������

,Q�DGGLWLRQ�WR�LQWURGXFLQJ�WKH�UHVHDUFK�VHWWLQJ�DQG�P\�SDUWLFLSDQWV�,�KDYH�DOVR�

RXWOLQHG�WKH�UHVHDUFK�PHWKRGV�,�KDYH�HPSOR\HG��SULPDULO\�LQWHUYLHZV��EXW�DOVR�SDUWLFLSDQW�

REVHUYDWLRQ��UHWURVSHFWLYH�SDUWLFLSDQW�REVHUYDWLRQ��DQG�GRFXPHQW�DQDO\VLV��)XUWKHU��,�KDYH�

FRQVLGHUHG�VRPH�RI�WKH�LPSOLFDWLRQV�RI�SXUVXLQJ�UHVHDUFK�LQ�DQ�RUJDQL]DWLRQ�ZKHUH�,�

SUHYLRXVO\�KHOG�HPSOR\PHQW��,�GUDZ�RQ�WKH�REVHUYDWLRQV�DQG�H[SHULHQFH�,�JDLQHG�IURP�

WKHVH�UHVHDUFK�PHWKRGV�LQ�WKH�FRPLQJ�FKDSWHUV�WR�FRQWH[WXDOL]H�DQG�IOHVK�RXW�P\�DQDO\VLV�

RI�WKH�WULDQJOH�RI�SRZHU���

,Q�WKH�QH[W�FKDSWHU��,�DGGUHVV�WKH�PDFUR��VWUXFWXUDO�FKDQJHV�WKDW�KDYH�RFFXUUHG�DW�

7KH�%DQN—PDQ\�RI�ZKLFK�,�ZLWQHVVHG�DV�DQ�HPSOR\HH—LQ�UHODWLRQ�WR�FKDQJHV�LQ�WKH�

H[SHULHQFH�RI�ZRUN�DW�WKH�EDQN��7R�ZKDW�H[WHQW�KDYH�WKHVH�FKDQJHV�EHHQ�SXW�LQ�SODFH�

EHFDXVH�RI��RU�LQ�WKH�QDPH�RI��WKH�FXVWRPHU"�,Q�ZKDW�ZD\V�KDV�PDQDJHPHQW�LQFRUSRUDWHG�

WKH�FXVWRPHU�LQWR�RUJDQL]DWLRQDO�FKDQJH�LQLWLDWLYHV�LQ�7KH�%DQN"�$VVHVVLQJ�WKHVH�

TXHVWLRQV�ZLOO�KHOS�FRQVWUXFW�WKH�EURDGHU�IUDPHZRUN�LQ�ZKLFK�,�VLWXDWH�P\�VXEVHTXHQW�

DQDO\VLV�RI�FRQWURO�DQG�HPRWLRQDO�ODERXU�LQ�WKH�WULDQJOH�RI�SRZHU��

�

�
�

�

�

�

�

�
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Chapteƌ ϯ: CustoŵeƌͲoƌieŶted oƌgaŶizatioŶal ĐhaŶge aŶd the 
eŵeƌgeŶĐe of a tƌiaŶgle of poǁeƌ iŶ ďaŶkiŶg ǁoƌk�
�

�
“It’s like they want to create little Bank robots. They want everyone to be the 
same”. (&\QWKLD��)60��VXEXUEDQ�EUDQFK��
�
�
“They’ve taken away our titles. We are all now just CSOs. And we all have the 
VDPH�>MRE@�grade.” (3KLO��&62��PDLQ�EUDQFK��
�
�
“The thing is, with the transactional skills now, transactions are so much 
different. It’s all laid out for you. It’s just fill iQ�WKH�EODQNV�QRZ��FRPSDUHG�WR�ZKDW�
it used to be. So before you had to have certain keystrokes memorized… Now 
you’ve got it all laid out. You click on withdrawal and the amount. So, yeah, the 
skill doesn’t come into it as much anymore. So now definitely I think it’s about the 
interpersonal skills.” (+HDWKHU��)60��PDLQ�EUDQFK��
�

ϯ͘ϭ�/ŶƚƌŽĚƵĐƚŝŽŶ�
�
When I began my banking “career” in 2003, in many ways 7KH�%DQN�UHSUHVHQWHG�D�

FODVVLF���WK�FHQWXU\��)RUGLVW�ILUP���7KH�RUJDQL]DWLRQDO�VWUXFWXUH�ZDV�ULJLG�DQG�KLHUDUFKLFDO��

/RZHU�OHYHO�ZRUNHUV��VXFK�DV�FXVWRPHU�VHUYLFH�UHSUHVHQWDWLYHV��&65V��DQG�FRPPHUFLDO�

VHUYLFHV�RIILFHUV��&62V���KDG�OLWWOH�DXWRQRP\��EXW�WKH\�ZHUH�UHVSRQVLEOH�IRU�OLWWOH�PRUH�

WKDQ�DFFXUDWHO\�SHUIRUPLQJ�ILQDQFLDO�WUDQVDFWLRQV�IRU�FXVWRPHUV��:RUNLQJ�VXPPHUV�DV�D�

&65�LQ�WKH�*UHDWHU�7RURQWR�$UHD��*7$��LQ�WKH�PLG�����V��P\�PDQDJHU�ZDV�SULPDULO\�

LQWHUHVted in my ability to “balance”—DQ�DOZD\V�VWUHVVIXO�H[SHULHQFH�ZKHUH�EHLQJ�

�������������������������������������������������
��,W�ZDV�D�)RUGLVW�RUJDQL]DWLRQ�LQ�WKH�VHQVH�WKDW�ZRUNHUV�DVVXPHG�MRE�VHFXULW\�DQG�
JHQHUDOO\�UHFHLYHG�JRRG�SD\�DQG�EHQHILWV��+DUYH\��������WUDFHV�WKH�URRWV�RI�)RUGLVP�EDFN�
WR�+HQU\�)RUG�DQG�WKH�FDU�makers’ decision to pay workers enough so they could 
FRQVXPe the products they produced. He writes, Fordism “meant to provide workers with 
VXIILFLHQW�LQFRPH�DQG�OHLVXUH�WLPH�WR�FRQVXPH�WKH�PDVV�SURGXFHG�SURGXFWV�WKH�
corporations were about to turn out in ever vaster quantitates” (Harvey, 1989, p. 126).�
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UHJXODUO\�VKRUW�FDVK�RU�PLVSODFLQJ�D�FKHTXH�ZDV�JURXQGV�IRU�GLVFLSOLQH—DQG�FRQWULEXWH�

P\�IDLU�VKDUH�RI�FXVWRPHU�WUDQVDFWLRQV��WDOOLHG�DW�WKH�HQG�RI�WKH�GD\�IRU�HDFK�ZRUNHU��)RU�

PRVW�EUDQFK�DQG�FRPPHUFLDO�ZRUNHUV��PDQDJHUV�HPSKDVL]HG�FXVWRPHU�VHUYLFH—DV�

RSSRVHG�WR�VDOHV—DV�WKH�FUXFLDO�FRPSRQHQW�RI�WKH�MRE��3URFHVVHV�RI�FRQWURO�RSHUDWHG�LQ�D�

YHUWLFDO��WRS�GRZQ�IRUPDW��(YHQWXDOO\��,�ZRXOG�REVHUYH�WKH�IODWWHQLQJ�RI�EXUHDXFUDWLF�

VWUXFWXUHV�DQG�WKH�HPHUJHQFH�RI�QHZ�IRUPV�RI�VXUYHLOODQFH�DQG�FRQWURO�FKDUDFWHULVWLF�RI�

ZKDW�VRPH�ODEHO�SRVW�EXUHDXFUDWLF��H�J���%DUNHU��������6HZHOO��������RU�SRVW�)RUGLVW�

�$JOLHWWD��������-HVVRS��������RUJDQL]DWLRQV��EXW�WKDW�ZRXOG�FRPH�ODWHU��

:KHQ�,�DVNHG�SDUWLFLSDQWV�LI�DQG�KRZ�WKHLU�UROHV�KDG�FKDQJHG�VLQFH�WKH\�VWDUWHG�

ZRUNLQJ�IRU�WKH�EDQN��PDQ\�KLJKOLJKWHG�FKDQJHV�LQYROYLQJ�WKH�FXVWRPHU�WKDW�EHJDQ�ZKHQ�

D�QHZ�&(2�WRRN�FKDUJH�LQ�WKH�PLG�����V��$Q�LQVLGHU�IURP�DQRWKHU�GLYLVLRQ�RI�7KH�%DQN�

(outside of branch and commercial banking), this individual was tasked by the company’s 

Chairman to introduce a new, “customer�IRFXVed” culture. The emphasis was to be on 

championing the customer “experience” and, accordingly, the goal was to foster greater 

EUDQG�OR\DOW\�IURP�FXVWRPHUV��,W�ZDV�GHVLJQHG�WR�EH�D�PXOWL�\HDU�SURFHVV�WKDW�ZRXOG�VHH�

PRVW�MRE�FDWHJRULHV�WUDQVIRUP�VLJQLILFDQWO\��,Q�������SDUWLFLSDQWV�ZKR�KDG�EHHQ�ZLWK�WKH�

RUJDQL]DWLRQ�SULRU�WR�WKH�FKDQJH�LQ�&(2�HPSKDVL]HG�KRZ�PXFK�WKHLU�UROHV�KDG�FKDQJHG�

ZLWK�UHVSHFW�WR�FXVWRPHU�LQWHUDFWLRQV��FXVWRPHU�UHODWHG�WDUJHWV��FXVWRPHU�IHHGEDFN��DQG�

FXVWRPHU�OR\DOW\�LQLWLDWLYHV��VXFK�DV�D�WKDQN�\RX�FDUG�SURJUDP�����7KH�RUJDQL]DWLRQ�DOVR�

LQWURGXFHG�PHDVXUHV�WR�DOORZ�PDQDJHPHQW�WR�“FRDFK”��L�H���WHDFK���WUDFN��DQG�DVVHVV�

ZRUNHU�FXVWRPHU�LQWHUDFWLRQV��)RU�H[DPSOH��,�OHDUQHG�KRZ�EUDQFK�PDQDJHUV��%0V��RIWHQ�

SXOOHG�DVLGH�FXVWRPHUV�DV�WKH\�OHIW�WKH�EXLOGLQJ�WR�FRQGXFW�H[LW�LQWHUYLHZV�UHJDUGLQJ�WKH�

�������������������������������������������������
���7KLUW\�WKUHH�RI�P\�SDUWLFLSDQWV�KDG�EHHQ�ZLWK�WKH�RUJDQL]DWLRQ�SULRU�WR�WKH�LQVWDOODWLRQ�
RI�WKH�QHZ�&(2��
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VHUYLFH�WKH\�KDG�MXVW�UHFHLYHG��)RUPDOL]HG�FXVWRPHU�LQWHUYLHZV�DOVR�WRRN�SODFH�YLD�D�WKLUG�

SDUW\�FRPSDQ\�LQ�WKH�IRUP�RI�UDQGRP�FDOOV�WR�FXVWRPHUV�IROORZLQJ�WKHLU�LQWHUDFWLRQV�ZLWK�

SHUVRQDO�DQG�FRPPHUFLDO�ZRUNHUV���

7KURXJKRXW�WKH�FRXUVH�RI�P\�UHVHDUFK��,�FDPH�WR�XQGHUVWDQG�KRZ�RUJDQL]DWLRQDO�

FKDQJH�LQYROYLQJ�WKH�FXVWRPHU�KDG�D�GUDPDWLF�LQIOXHQFH�RQ�WKH�GD\�WR�GD\�H[SHULHQFHV�RI�

ZRUN��DV�ZHOO�DV�WKH�LQWULQVLF�DQG�H[WULQVLF�YDOXHV�RI�ZRUN��IRU�P\�SDUWLFLSDQWV��&XVWRPHU�

RULHQWHG�FKDQJH�KDV�EHHQ�GLYHUVH�EXW�DOO�HQFRPSDVVLQJ��,Q�VRPH�SDUWV�RI�WKH�RUJDQL]DWLRQ��

PXOWLSOH�MRE�UDQNV�ZHUH�FROODSVHG�LQWR�RQH��7KUHH�OHYHOV�RI�ILQDQFLDO�VHUYLFHV�PDQDJHUV�

�)60V��DQG�RQH�OHYHO�RI�&62V��IRU�H[DPSOH��ZHUH�HOLPLQDWHG��6XSSRUW�ZRUNHUV�VXFK�DV�

ILQDQFLDO�VHUYLFHV�FRRUGLQDWRUV��)6&V��LQ�WKH�EUDQFK�ZHUH�JLYHQ�ORQJ�OLVWV�RI�FXVWRPHUV�WR�

“cold call” in an effort to: DW�EHVW��VHOO�ILQDQFLDO�SURGXFWV�RU��DW�ZRUVW��FRQYLQFH�FXVWRPHUV�

WR�FRPH�LQWR�WKH�EUDQFK�DQG�VSHDN�ZLWK�DQ�)60�IDFH�WR�IDFH��)XUWKHUPRUH��DOO�ZRUNHUV�

KDG�FXVWRPHU�OR\DOW\�VFRUHV—PHDVXUHG�WKURXJK�LQFRPLQJ�FXVWRPHU�IHHGEDFN�DQG�

RXWJRLQJ�ZRUNHU�FUHDWHG�WKDQN�\RX�FDUGV��7<&V�—LQFRUSRUDWHG�LQWR�WKHLU�SHUIRUPDQFH�

DVVHVVPHQWV�DQG�XVHG�DV�NH\�FRPSRQHQWV�IRU�FDOFXODWLQJ�SHUIRUPDQFH�EDVHG�SD\���

,Q�WKLV�FKDSWHU��,�FRQWH[WXDOL]H�WKH�FKDQJLQJ�UROH�RI�WKH�FXVWRPHU�DQG�WKH�

HPHUJHQFH�RI�WKH�VHUYLFH�WULDQJOH�DW�7KH�%DQN��6SHFLILFDOO\��,�DLP�WR�DFFRPSOLVK�WKH�

IROORZLQJ��ILUVW��VLWXDWH�RUJDQL]DWLRQDO�FKDQJH�DW�7KH�%DQN�ZLWKLQ�WKH�ODQGVFDSH�RI�D�

JURZLQJ�VHUYLFH�RULHQWHG�HFRQRP\�LQ�&DQDGD��VHFRQG��GHOLQHDWH�DQG�H[SOLFDWH�WKH�PDMRU�

FXVWRPHU�RULHQWHG�FKDQJHV�WR�SROLFLHV�DQG�SURJUDPV�WKDW�KDYH�EHHQ�LQVWLWXWHG�DW�7KH�

%DQN��7KHVH�FKDQJHV�GHPRQVWUDWH�WKH�PXOWLWXGH�RI�QHZ�ZD\V�LQ�ZKLFK�WKH�FXVWRPHU�KDV�

HQWHUHG�LQWR�WKH�ZRUNHU�PDQDJHU�HPSOR\PHQW�UHODWLRQVKLS��7KHUHIRUH��P\�DQDO\VLV�KHUH�

DOVR�SURYLGHV�HYLGHQFH�IRU�WKH�JURZLQJ�PDJQLWXGH�RI�ZRUNHU�PDQDJHU�FXVWRPHU�
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UHODWLRQVKLSV�LQ�VHUYLFH�ZRUN��DQG�KLJKOLJKWV�WKH�XVHIXOQHVV�RI�WKH�WULDQJOH�RI�SRZHU�

IUDPHZRUN��)LQDOO\��LQ�H[DPLQLQJ�FXVWRPHU�RULHQWHG�FKDQJH�LQ�XSSHU�WLHU�VHUYLFH�ZRUN��,�

KLJKOLJKW�D�QXPEHU�RI�LPSRUWDQW�TXHVWLRQV�WKURXJKRXW�WKLV�FKDSWHU�WKDW�JXLGH�PXFK�RI�P\�

DQDO\VLV�RI�FRQWURO��HPRWLRQDO�ODERXU��DQG�LQHTXDOLW\�LQ�WKH�VHUYLFH�WULDQJOH�WKDW�XQIROGV�LQ�

&KDSWHUV�������DQG����&KLHIO\��WKHVH�TXHVWLRQV�UHYROYH�DURXQG�WKH�QDWXUH�RI�DXWRQRP\��WKH�

PXOWL�GLUHFWLRQDO�IORZ�RI�SRZHU��FRPSHWLQJ�ZRUNHU�DQG�PDQDJHU�SHUVSHFWLYHV�RQ�WKH�UROH�

RI�WKH�FXVWRPHU��ZRUNHU�LQVHFXULW\��DQG�FRPSHWLWLRQ�LQ�WKH�VHUYLFH�WULDQJOH����

�

ϯ͘Ϯ��ĂŶŬŝŶŐ�ŝŶ�Ă�ƐĞƌǀŝĐĞ�ĞĐŽŶŽŵǇ�
�
,Q�WKH�SDVW�IRXU�GHFDGHV��VHYHUDO�VKLIWV�DQG�WUDQVIRUPDWLRQV�LQ�WKH�JOREDO�HFRQRP\�KDYH�

GUDPDWLFDOO\�DOWHUHG�WKH�RUJDQL]DWLRQ�RI�ZRUN�LQ�&DQDGD��)RFXVLQJ�RQ�WKH�PRYHPHQW�LQ�

WKH�����V�IURP�DQ�LQGXVWULDO�WR�D�SRVW�LQGXVWULDO�HFRQRP\����DXWKRUV�VXFK�DV�%HOO���������

/DVK�DQG�8UU\���������DQG�&RKHQ��������HPSKDVL]H�WKH�UHPDUNDEOH�JURZWK�LQ�WKH�VHUYLFH�

VHFWRU�DQG�WKH�FKDPSLRQLQJ�RI�NQRZOHGJH�DQG�WHFKQLFDO�LQIRUPDWLRQ�DV�YLWDO�WR�WKLV�VKLIW��

7KH�WUDQVIRUPDWLRQ�WR�D�SRVW�LQGXVWULDO�HFRQRP\�EHJDQ�ZLWK�WKH�HFRQRPLF�FULVLV�RI�WKH�

HDUO\�����V�DQG�KDV�VHHQ�D�SURFHVV�RI�IOH[LEOH�VSHFLDOL]DWLRQ�XQIROG��$PLQ��������3LRUH�

DQG�6DEHO�����������)RU�ZRUNHUV��IOH[LEOH�VSHFLDOL]DWLRQ�KDV�PHDQW�DQ�LQFUHDVH�LQ�VHUYLFH�

�������������������������������������������������
���,�XVH�WKH�WHUP�SRVW�LQGXVWULDOLVP�WR�GHVFULEH�WKH�FKDQJHV�LQ�SURGXFWLRQ�DQG�FDSLWDO�
DFFXPXODWLRQ�WKDW�KDYH�WDNHQ�SODFH�VLQFH�WKH�HDUO\�����V��2WKHUV�XVH�GLIIHUHQW�WHUPV�WR�
GHVFULEH�WKH�VDPH�JHQHUDO�WUDQVIRUPDWLRQ—e.g. Beck’s “risk society” (1992), Harvey’s 
postmodernity (1989), Amin ’s post�)RUGLVP���������
���)OH[LEOH�VSHFLDOL]DWLRQ�HQWDLOV�D�PRYHPHQW�IURP�ODUJH�VFDOH�WR�VPDOO�VFDOH�SURGXFWLRQ��
GUDZLQJ�RQ�D�PRUH�adaptable, collaborative workforce. Sabel (1994) writes that “firms 
NQRZ�WKDW�WKH\�GR�QRW�NQRZ�SUHFLVHO\�ZKDW�WKH\�ZLOO�KDYH�WR�SURGXFH��DQG�IXUWKHU�WKDW�
WKH\�PXVW�FRXQW�RQ�WKH�FROODERUDWLRQ�RI�ZRUNHUV�DQG�VXEFRQWUDFWRUV�LQ�PHHWLQJ�WKH�
market’s eventual demand” (p. 139).�
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VHFWRU��SDUW�WLPH��DQG�SUHFDULRXV�HPSOR\PHQW��)RU�HPSOR\HUV��LW�KDV�UHVXOWHG�LQ�WKH�

HPHUJHQFH�RI�D�PRUH�IOH[LEOH�DQG�DGDSWDEOH�ZRUNIRUFH��+DUYH\��������6DEHO����������

� +DUYH\��������KLJKOLJKWV�WKH�SURFHVV�RI�IOH[LEOH�DFFXPXODWLRQ�FKDUDFWHULVWLF�RI�

SRVW�Fordist society, arguing that it “rests on flexibility with respect to�ODERXU�SURFHVVHV��

labour markets, products, and patterns of consumption” (p. 147). To be successful in a 

SRVW�)RUGLVW�HFRQRP\��VHUYLFH�RULHQWHG�RUJDQL]DWLRQV�KDYH�DGDSWDEOH�IOH[LEOH�SURGXFWLRQ��

ODERXU��DQG�FDSLWDO��(PEHGGHG�LQ�WKH�VKLIW�WR�D�SRVW�LQGXVWULDO�HFRQRP\�LV�DOVR�WKH�

DVVXPSWLRQ�WKDW�DQ�LQFUHDVLQJO\�GLYHUVH�QXPEHU�RI�SURGXFWV�DQG�VHUYLFHV�DUH�QHFHVVDU\�WR�

VXSSO\�DQ�LQFUHDVLQJO\�GLYHUVH�JURXS�RI�FXVWRPHUV��

,Q�������URXJKO\����PLOOLRQ�&DQDGLDQV�IRXQG�HPSOR\PHQW�LQ�WKH�VHUYLFHV�

SURGXFLQJ�VHFWRU��6WDWLVWLFV�&DQDGD������D���:LWK�UHVSHFW�WR�EXVLQHVV�DQG�ILQDQFH�

occupations, in 2014 there were roughly 600,000 individuals in “professional 

occupations”, 900,000 in financial, secretarial and administrative occupations, and 1.6 

PLOOLRQ�LQ�FOHULFDO�RFFXSDWLRQV��6WDWLVWLFV�&DQDGD������E���$FFRUGLQJ�WR�WKH�1DWLRQDO�

2FFXSDWLRQDO�&ODVVLILFDWLRQ��12&���SURIHVVLRQDOV�LQFOXGH�ILQDQFLDO�DQG�LQYHVWPHQW�

DQDO\VWV��ZKHUHDV�ILQDQFH�DGPLQLVWUDWLYH�RFFXSDWLRQV�LQFOXGH�ORDQ�RIILFHUV��DQG�FOHULFDO�

RFFXSDWLRQV�LQFOXGH�FXVWRPHU�VHUYLFH�UHSUHVHQWDWLYHV��ILQDQFLDO�VHUYLFHV��DQG�RWKHU�

EDQNLQJ�FOHUNV��6WDWLVWLFV�&DQDGD������F���$V�WKH�VHUYLFH�VHFWRU�JURZV�LQ�&DQDGD��WKH�

FXVWRPHUV�ZKR�SXUFKDVH�JRRGV�DQG�VHUYLFHV��DQG�FRQVHTXHQWO\�LQIOXHQFH�FRQVXPSWLRQ�

DQG�HFRQRPLF�JURZWK��EHFRPH�PRUH�Lmportant than ever. Canada’s financial institutions 

RIIHU�D�JRRG�H[DPSOH�RI�KRZ�RUJDQL]DWLRQV�KDYH�VRXJKW�WR�LQFUHDVH�SURILW�WKURXJK�

GHYHORSLQJ�D�ZLGHU�UDQJH�RI�SURGXFWV�DQG�VHUYLFHV��DQG�FKDQJLQJ�WKH�G\QDPLFV�RI�WKHLU�

UHODWLRQVKLSV�ZLWK�FXVWRPHUV��
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� 5RRWHG�LQ�REVHUYDWLRQV�DERXW�WKH�IOH[LELOL]DWLRQ�RI�ZRUN�DQG�WKH�PRYHPHQW�

WRZDUGV�SRVW�EXUHDXFUDWLF�IRUPV�RI�RUJDQL]DWLRQ��VHH�%DUNHU��������6HZHOO���������VRFLDO�

WKHRULVWV�VXFK�DV�%HFN���������������/DVK�DQG�8UU\���������DQG�%HFN�DQG�%HFN�

*HUQVKHLP��������HPSKDVL]H�WKH�LQGLYLGXDOL]HG�ULVN�DQG�LQVHFXULW\�WKDW�KDV�FRPH�WR�

FKDUDFWHUL]H�ZRUNLQJ�OLIH��/DVK�DQG�8UU\���������IRU�LQVWDQFH��VWUHVV�D�SURFHVV�RI�

“individualization” WKDW�entails a program “in which the ‘I’ is increasingly free from 

FRPPXQDO�WLHV�DQG�LV�DEOH�to construct his or her own biographical narratives” (1994, p. 

111). Applying this “individualization” perspective to the service economy raises 

TXHVWLRQV�DERXW�WKH�QDWXUH�RI�FRPSHWLWLRQ�EHWZHHQ�FRZRUNHUV��%HFN�DQG�%HFN�*HUQVKHLP�

(2002) write, “The growinJ�SUHVVXUH�RI�FRPSHWLWLRQ�OHDGV�WR�LQGLYLGXDOL]DWLRQ�DPRQJ�

equals” (p. 33). Yet, at the same time, focusing on individualized risk and insecurity for 

LQWHUDFWLYH�VHUYLFH�ZRUNHUV�DOORZV�IRU�SHUKDSV�D�PRUH�VXEVWDQWLDO�DQDO\VLV�RI�KRZ�

FXVWRPHUV�FDQ�VKDSH�ZRUN�SUDFWLFHV��/DVK�DQG�8UU\��������KLJKOLJKW�D�VKLIW�IURP�IOH[LEOH�

production to “reflexive production”. Describing how workers participating in reflexive 

SURGXFWLRQ�WDNH�PRUH�LQGLYLGXDO�UHVSRQVLELOLW\��/DVK�DQG�8UU\�ZULWH��

7KLV�VRUW�RI�UHIOH[LYH�HFRQRPLF�DFWRU�LV�QR�ORQJHU�WR�VXFK�D�JUHDW�H[WHQW�

circumscribed by the constraints of ‘structure’, subject to the rules and resources 

RI�WKH�VKRSIORRU��,QVWHDG��KH�VKH�RSHUDWHV�DW�VRPH�GLVWDQFH�IURP�WKHVH�UXOHV�DQG�

UHVRXUFHV��KH�VKH�PDNHV�GHFLVLRQV�DV�WR�DOWHUQDWLYH�UXOHV�DQG�UHVRXUFHV��DQG�KH�VKH�

ILQDOO\�LV�UHVSRQVLEOH�IRU�WKH�FRQWLQXRXV�WUDQVIRUPDWLRQ�RI�ERWK�VKRSIORRU�UXOHV�

DQG��LQ�SURFHVV�DQG�SURGXFW��UHVRXUFHV���/DVK�DQG�8UU\��������S��������
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$V�WKH�FXVWRPHU�LV�LQFRUSRUDWHG�PRUH�VLJQLILFDQWO\�LQWR�WKH�GD\�WR�GD\�UROHV�DQG�

UHVSRQVLELOLWLHV�RI�ZRUNHUV��WKH�H[WHQW�WR�ZKLFK�WKH�FXVWRPHU��LQ�DGGLWLRQ�WR�WKH�ZRUNHU��

shapes the “rules” of work needs to be examined. �

� ,Q�UHFHQW�GHFDGHV�LPSRUWDQW�WKHRUHWLFDO�DQG�HPSLULFDO�UHVHDUFK�KDV�EHHQ�FRQGXFWHG�

RQ�WKH�FUXFLDO��\HW�RIWHQ�XQGHU�DSSUHFLDWHG��UROH�FXVWRPHUV�SOD\�LQ�VKDSLQJ�RUJDQL]DWLRQDO�

SROLF\�DQG�GULYLQJ�RUJDQL]DWLRQDO�FKDQJH��'X�*D\�DQG�6DODPDQ���������IRU�LQVWDQFH��

H[DPLQH�WKH�DOO�encompassing influence of the “sovereign customer”. They note: �

5HLPDJLQLQJ�WKH�FRUSRUDWLRQ�WKURXJK�WKH�FXOWXUH�RI�WKH�FXVWRPHU�PHDQV�

HQFRXUDJLQJ�RUJDQL]DWLRQV�DQG�WKHLU�SDUWLFLSDQWV�WR�EHFRPH�PRUH�HQWHUSULVLQJ��,Q�

WKLV�VHQVH�HQWHUSULVH�UHIHUV�WR�D�VHULHV�RI�WHFKQLTXHV�IRU�UHVWUXFWXULQJ�WKH�LQWHUQDO�

world of the organization along ‘market’ linHV�LQ�RUGHU�WR�DQWLFLSDWH�DQG�VDWLVI\�WKH�

QHHGV�DQG�GHVLUHV�RI�WKH�HQWHUSULVLQJ�VRYHUHLJQ�FXVWRPHU��DQG�WKXV�HQVXUH�EXVLQHVV�

VXFFHVV���'X�*D\�DQG�6DODPDQ��������S��������

More recently, Gamble (2007) has built on our understanding of the “sovereign 

FXVWRPHU” by exploring how management incorporates the customer as a method of 

FRQWURO��,QWHUHVWLQJO\��LQ�WKH�&KLQHVH�FRQWH[W�DW�OHDVW��*DPEOH�ILQGV�WKDW�WKH�UKHWRULF�RI�

consumer power might be overstated, writing, “if objectively workers were subject to a 

GHJUHH�RI�PDQDJHPHQW�E\�FXVWRPHUV��VXEMHFWLYHO\�WKH\�DSSHDUHG�UHODWLYHO\�XQFRQFHUQHG�

by this… Consumer control paled in comparison with more ‘traditional’ methods of 

control” (2007, p. 19). However, in critiquing Fuller and Smith’s (1991) emphasis on the 

PDQDJHPHQW�HPSOR\HH�GLFKRWRP\��*DPEOH�GUDZV�DWWHQWLRQ�WR�WKH�HOHYDWHG�UROH�RI�

customers in service work, arguing: “In the retail sector the presence of a third party, the 

FXVWRPHU��FRQVWLWXWHV�DQ�HVVHQWLDO�HOHPHQW�LQ�WKH�ODERXU�SURFHVV��7KH�WZR�ZD\�LQWHUDFWLRQ�
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EHWZHHQ�ZRUNHUV�DQG�PDQDJHUV�IDPLOLDU�LQ�PDQXIDFWXULQJ�ILUPV�EHFRPHV�D�FRPSOH[�

triangle of sales staff, managers and customers” (2007, p. 21). Here, subsequent work by 

.RUF]\QVNL��������DQG�/RSH]��������KDV�EHHQ�SDUWLFXODUO\�SURGXFWLYH�LQ�LQWURGXFLQJ��

EHJLQQLQJ�WR�XQSDFN��DQG�VHWWLQJ�D�UHVHDUFK�DJHQGD�IRU�WKH�ZRUNHU�PDQDJHU�FXVWRPHU�

“triangle of power” framework.�

� $OWKRXJK�WKHUH�KDV�EHHQ�UHODWLYHO\�OLWWOH�SXEOLVKHG�VRFLRORJLFDO�ZRUN�RQ�EDQNLQJ�

LQ�&DQDGD�LQ�UHFHQW�\HDUV��D�QXPEHU�RI�LQWHUQDWLRQDO�VWXGLHV�KDYH�VRXJKW�WR�LGHQWLI\�DQG�

H[SOLFDWH�WKH�FRQVHTXHQFHV�RI�D�JHQHUDO�VKLIW�IURP�D�VHUYLFH�WR�VDOHV�MREV�LQ�EDQNLQJ����

0RVW�RI�WKLV�ZRUN�IRFXVHV�RQ�FXVWRPHU�IDFLQJ�UROHV��SDUWLFXODUO\�WHOOHUV�RU�&65V��)RU�

LQVWDQFH��6NXUDWRZLF]�DQG�+XQWHU��������H[DPLQH�KRZ�WKH�MRE�UHVWUXFWXULQJ�RI�D�86�EDQN�

UHVXOWHG�LQ�WKH�VH[�UH�VHJUHJDWLRQ�RI�NH\�RFFXSDWLRQV—ZLWK�ZRPHQ�GRPLQDWLQJ�WKH�

ORZHU�WLHU��FXVWRPHU�IDFLQJ�VDOHV�UROHV�LQ�WKH�EUDQFK�DQG�PHQ�PRYLQJ�LQWR�SRVLWLRQV�ZLWK�

KLJKHU�VWDWXV�DQG�JUHDWHU�FRPPLVVLRQV��6LPLODUO\��)RUVHWK��������VLWXDWHV�KHU�VWXG\�RI�

EDQN�WHOOHUV�LQ�1RUZD\�ZLWKLQ�WKH�FRQWH[W�RI�D�WUDQVIRUPDWLRQ�IURP�FXVWRPHU�VHUYLFH�WR�

VDOHV�LQ�EDQNLQJ�DQG�QRWHV�WKH�FRPSOLFDWHG�SRZHU�G\QDPLFV�DQG�JHQGHUHG�SHUIRUPDQFH�RI�

HPRWLRQDO�ZRUN�WKDW�FDUULHV�D�JUHDW�LPSDFW�RQ�WKH�VXEMHFWLYH�H[SHULHQFH�RI�ZRUN�IRU�EDQN�

WHOOHUV��$�FROOHFWLRQ�RI�VRPHZKDW�GDWHG�FRXQWU\�FDVH�VWXGLHV�IRFXVHV�RQ�WKH�JURZLQJ�

�������������������������������������������������
���,Q�&DQDGD��WKHUH�KDYH�EHHQ�D�QXPEHU�RI�JUDGXDWH�WKHVHV�RQ�WKH�WRSLF�RI�EDQNLQJ��7ZR�
case studies of Canadian banks are particularly noteworthy. For instance Nazim’s (2007) 
3K'�GLVVHUWDWLRQ�H[DPLQHV�WKH�HIIHFWV�RI�RUJDQL]DWLRQDO�UHVWUXFWXULQJ�RQ�HWKQR�UDFLDO�
IHPDOH�EUDQFK�ZRUNHUV��7KLV�TXDOLWDWLYH�UHVHDUFK�LV�VHW�LQ�WKH�*UHDWHU�7RURQWR�$UHD�DQG�
LQWHUURJDWHV�KRZ�VRFLDO�GLIIHUHQFH��UDFH��JHQGHU��FODVV��HWF���PHGLDWHV�UHVWUXFWXULQJ��
Similarly, Tuason’s (2010) PhD work considers the effect of D�ODUJH�VFDOH�FKDQJH�
LQLWLDWLYH�RQ�WUXVW�EHWZHHQ�PDQDJHUV�DQG�ZRUNHUV��7XDVRQ�HPSOR\V�D�PDFUR�
RUJDQL]DWLRQDO�SHUVSHFWLYH��LQWHUYLHZLQJ�NH\�VHQLRU�OHDGHUV�DFURVV�JHRJUDSKLFDO�GLVWULFWV�
LQYROYHG�LQ�OHDGLQJ�D�VWUXFWXUDO�DQG�FXOWXUDO�FKDQJH�SURMHFW�LQ�D�&DQDGLDQ�EDQN��
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LPSRUWDQFH�RI�VDOHV�VNLOOV�LQ�WHOOHU�ZRUN��VHH��IRU�H[DPSOH��.HOWQHU�DQG�)LQHJROG��������

.LWD\��������5DVPXVVHQ�DQG�-DFNVRQ��������5HJLQL�HW�DO�������E��6WRUH\�HW�DO�����������

� +RZHYHU��WKH�DERYH�PHQWLRQHG�VWXGLHV�GR�QRW�FRQVLGHU�WKH�ODUJHU�ZD\V�WKDW�

FXVWRPHUV��DQG�WKH�ULVLQJ�VLJQLILFDQFH�RI�ZRUNHU�PDQDJHU�FXVWRPHU�UHODWLRQVKLSV��DUH�

VKDSLQJ�EDQNLQJ�ZRUN��0RUHRYHU��WKH\�GR�QRW�FRQVLGHU�KRZ�WKH�HPSKDVLV�RQ�VHOOLQJ�WR�

WKH�FXVWRPHU�KDV�EHJXQ�WR�LPSDFW�VXSSRUW�ZRUNHUV�DQG�QRQ�FXVWRPHU�IDFLQJ�ZRUNHUV�LQ�

VHUYLFH�RUJDQL]DWLRQV��/DVWO\��WKH\�GR�QRW�FRQVLGHU�KRZ�PDQDJHPHQW�DQG�ZRUNHUV�

LQFRUSRUDWH�FRPSHWLQJ�SHUFHSWLRQV�DERXW�FXVWRPHU�QHHGV�DQG�UHTXLUHG�VNLOOV�LQWR�WKHLU�

DSSURDFK�WR�ZRUN��)RU�LQVWDQFH��ZKHUHDV�ZRUNHUV�RIWHQ�UHODWH�WR�FXVWRPHUV�RQ�D�SHUVRQDO��

RQH�WR�RQH�OHYHO��SULRULWL]LQJ�VHUYLFH�RYHU�VDOHV��PDQDJHPHQW�FRQVWUXFWV�FXVWRPHUV�DV�

SRWHQWLDO�EUDQG�SURPRWHUV�ZKR�HPbody potential “opportunities” LQ�WHUPV�RI�FXUUHQW�RU�

IXWXUH�VDOHV��DQG�UHIHUUDOV��$V�,�ZLOO�DQDO\]H�IXUWKHU�LQ�&KDSWHUV���DQG����ZLWK�FXVWRPHUV�

EHLQJ�SXOOHG�LQWR�WKH�ZRUNHU�PDQDJHU�UHODWLRQVKLS�LQ�D�P\ULDG�RI�ZD\V��ZH�VHH�WKH�

SRWHQWLDO�IRU�PDQDJHUV�DQG�ZRUNHUV�WR�GHYHORS�GLIIHUHQW�SHUVSHFWLYHV�RQ�WKH�UROH�RI�

FXVWRPHUV�LQ�WKH�VHUYLFH�HQFRXQWHU�DQG�ZRUNHU�FXVWRPHU�UHODWLRQVKLS��

�

ϯ͘ϯ��ƵƐƚŽŵĞƌͲŽƌŝĞŶƚĞĚ�ƐƚƌƵĐƚƵƌĂů�ĐŚĂŶŐĞ�ŝŶ�ďĂŶŬŝŶŐ�
�
$V�QRWHG�DW�WKH�VWDUW�RI�WKLV�FKDSWHU��LQ�PDQ\�ZD\V�WKH���WK�FHQWXU\�&DQDGLDQ�EDQN�ZDV�D�

TXLQWHVVHQWLDO�EXUHDXFUDWLF�RUJDQL]DWLRQ��ZLWK�GHILQHG�UROHV��D�FOHDU�KLHUDUFKLFDO�VWUXFWXUH��

DQG�WKH�SURPLVH�RI�FDUHHU�PRELOLW\��'HVFULELQJ�EXUHDXFUDF\��:HEHU��������SRLQWV�WR�WKH�

SURFHVV�RI�UDWLRQDOL]DWLRQ�WKDW�WDNHV�SODFH�LQ�WKLV�W\SH�RI�RUJDQL]DWLRQ—ZLWK�UROHV�DQG�

UHVSRQVLELOLWLHV�IRU�LQGLYLGXDO�ZRUNHUV�FOHDUO\�GHILQHG�E\�ZULWWHQ�GRFXPHQWV��DQG�

DXWKRULW\�FRPLQJ�IURP�SRVLWLRQV�ZLWKLQ�D�KLHUDUFK\��7KLV�KLHUDUFKLFDO�RIILFH�DXWKRULW\��
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Weber argues, is “found in all bureaucratic structures” (19����S�������,Q�WKLV�DQDO\VLV��WKH�

LQGLYLGXDO��DQG�KLV�KHU�VXEMHFWLYH�YDOXHV��PRWLYHV�DQG�DFWLRQV��LV�D�FHQWUDO�IHDWXUH�RI�

EXUHDXFUDWLF�RUJDQL]DWLRQV���

$OWKRXJK�LWV�EXUHDXFUDWLF�URRWV�DUH�VWLOO�SUHVHQW��VHYHUDO�FRQFRPLWDQW�

RUJDQL]DWLRQDO�FKDQJHV�DW�7KH�%DQN�KDYH�OHG�WR�WKH�HPHUJHQFH�RI�D�FXVWRPHU�RULHQWHG�

XSSHU�WLHU�VHUYLFH�RUJDQL]DWLRQ��,Q�SDUWLFXODU��,�DQDO\]H�WKH�WUDQVIRUPDWLRQ�RI�7KH�%DQN�

IURP�DQ�RUJDQL]DWLRQ�EXLOW�DURXQG�ZRUNHU�PDQDJHU�UHODWLRQVKLSV�WR�RQH�ZKHUH�ZRUNHU�

PDQDJHU�FXVWRPHU�UHODWLRQVKLSV�DUH�FHQWUDO��E\�H[DPLQLQJ�KRZ�WKH�RUJDQL]DWLRQ��D��PDGH�

VDOHV�DQG�OR\DOW\�WDUJHWV�D�FRUH�FRPSRQHQW�RI�DOO�EUDQFK�DQG�FRPPHUFLDO�MREV��E��IODWWHQHG�

RUJDQL]DWLRQDO�KLHUDUFKLHV��DQG�F��LQWURGXFHG�WHDP�EDVHG�ZRUN�SURFHVVHV��7KURXJKRXW�,�

KLJKOLJKW�VHYHUDO�VLJQLILFDQW�TXHVWLRQV�DERXW�WKH�QDWXUH�RI�WKH�VHUYLFH�WULDQJOH�WKDW�HPHUJH�

LQ�UHODWLRQ�WR�WKHVH�FKDQJH�LQLWLDWLYHV��$�FHQWUDO�TXHVWLRQ�FRQFHUQV�WKH�H[WHQW�WR�ZKLFK�WKH�

LQWURGXFWLRQ�RI�D�FKDQJH�SURMHFW�WKDW�FDUULHV�VHYHUDO�LQLWLDWLYHV�FKDUDFWHULVWLF�RI�SRVW�

EXUHDXFUDWLF�RUJDQL]DWLRQ�FUHDWHV�VSDFH�IRU�WKH�VHUYLFH�WULDQJOH�WR�KDYH�D�PXFK�PRUH�

GLUHFW�LQIOXHQFH�RYHU�WKH�GD\�WR�GD\�H[SHULHQFHV�RI�EDQN�ZRUNHUV��

����

ϯ͘ϯ͘ϭ��ŚĂŶŐŝŶŐ�ƌŽůĞƐ�ĂŶĚ�ĞǆƉĞĐƚĂƚŝŽŶƐ�
�
:KHQ�WKH�YDVW�PDMRULW\�RI�SDUWLFLSDQWV�GLVFXVVHG�FKDQJH�LQ�EDQNLQJ�WKH\�SRLQWHG��LQ�VRPH�

ZD\�RU�DQRWKHU��WR�WKH�FXVWRPHU��6RPH�PDQDJHUV�DQG�VHQLRU�EDQNHUV�WLHG�WKH�FKDQJLQJ�

UROH�RI�WKH�FXVWRPHU�WR�ODUJHU�WUDQVIRUPDWLRQV�LQ�&DQDGLDQ�VRFLHW\��)RU�LQVWDQFH��RQH�

senior female branch worker told me: “There is a huge customer focus right now [in 

VRFLHW\@��And I think the bank realizes that… Like, even in other retail stores I notice it 

too. Because, at the end of the day, we all sell products” (:HQG\��ILQDQFLDO�SODQQHU���
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6HYHUDO�PDQDJHUV�DQG�FRPPHUFLDO�UHODWLRQVKLS�PDQDJHUV��&50V��SRLQWHG�WR�

GHYHORSPHQWV�LQ�WHFKQRORJ\�DQG�HDVLHU�DFFHVV�WR�LQIRUPDWLRQ�DV�OHDGLQJ�WR�D�PXFK�PRUH�

HGXFDWHG�FXVWRPHU��)RU�LQVWDQFH��*DYHQ��D�FRPPHUFLDO�DUHD�PDQDJHU��&$0���noted: “All 

WKH�SURGXFW�LQIRUPDWLRQ�LV�DYDLODEOH�IRU�WKH�FXVWRPHU�RQOLQH��6R�E\�WKH�WLPH�KH�FRPHV�LQ�

KH�DOUHDG\�knows what he wants.” Other workers drew on their own personal experiences 

as retail customers, from shopping at places like The Hudson’s Bay Company or 

LQWHUDFWLQJ�ZLWK�FDOO�FHQWUH�ZRUNHUV�IURP�5RJHUV�RU�%HOO��WR�HPSKDVL]H�ULVLQJ�FXVWRPHU�

H[SHFWDWLRQV���

$ERYH�DOO��LQ�GLVFXVVLRQV�DERXW�FKDQJLQJ�FXVWRPHU�H[SHFWDWLRQV��ZRUNHUV�IURP�DOO�

OHYHOV�RI�SHUVRQDO�DQG�FRPPHUFLDO�EDQNLQJ�VHHPHG�WR�DJUHH�WKDW�FXVWRPHUV��LQ�JHQHUDO��D��

KDYH�PRUH�VRSKLVWLFDWHG�QHHGV��E��DUH�PRUH�NQRZOHGJHDEOH��F��DUH�OHVV�OR\DO��DQG�G��

H[SHFW�D�FRPSOHWH�VHUYLFH�IURP�EDQNLQJ�ZRUNHUV��$�FRPPHUFLDO�PDQDJHU�ZKR�KDG�MXVW�

OHIW�D�EUDQFK�DIWHU�ILYH�\HDUV�LQ�YDULRXV�UROHV�DUJXHG���

Obviously with the environment today, it’s a faster pace and so the customer 

H[SHFWV�WKLQJV�GRQH�IDVWHU��7KHLU�H[SHFWDWLons are higher… [T]he customer’s 

expectations are very high. They have a certain need and whether it’s reasonable 

RU�QRW��WKH\�H[SHFW�\RX�WR�PHHW�LW��RU�DW�OHDVW�JLYH�WKHP�D�YHU\�YLDEOH�VROXWLRQ�WR�LW��

�$LVKD���

0\�UHVHDUFK�GDWD�VKRZV�DQ�DZDUHQHVV�RQ�WKH�SDUW�RI�ZRUNHUV�DQG�PDQDJHUV�WKDW�WKH�

“cult(sure) of the customer” (Du Gay and Salaman, 1992) was a major driving force 

EHKLQG�WKH�RUJDQL]DWLRQDO�FKDQJH�SURMHFW�DW�7KH�%DQN��7KHUH�ZDV�OHVV�FRQVHQVXV��

KRZHYHU��ZLWK�UHVSHFW�WR�KRZ�FXVWRPHU�oriented change should impact individuals’ 

DSSURDFK�WR�ZRUN�DQG�FXVWRPHUV�RQ�D�GD\�WR�GD\�EDVLV���
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$OWKRXJK�PDQ\�&62V��)6&V��DQG�)60V�LGHQWLILHG�FKDQJLQJ�FXVWRPHU�

H[SHFWDWLRQV�DV�D�PDMRU�IDFWRU�VKDSLQJ�WKHLU�MREV��WKHUH�ZDV�QRQHWKHOHVV�D�GLYLGH�EHWZHHQ�

KRZ�ZRUNHUV�DQG�PDQDJHUV�XQGHUVWRRG�WKH�UROH�RI�FXVWRPHU�LQWHUDFWLRQV��VDOHV�DQG��LQ�

UHODWLRQ��LQWHUDFWLYH�VNLOOV��,Q�VWXG\LQJ�WKH�FRQVHTXHQFHV�RI�D�VKLIW�WR�D�SRVW�LQGXVWULDO�

HFRQRP\�DQG�D�JURZLQJ�VHUYLFH�VHFWRU�IRU�ZRUNHUV��DXWKRUV�VXFK�DV�&DVH\��������DQG�

6XOOLYDQ��������VWUHVV�WKH�QHHG�IRU�ZRUNHUV�WR�IUHTXHQWO\�XSGDWH�WKHLU�VNLOOV�DQG�UH�VNLOO��

6LPLODUO\��UHVHDUFK�RQ�HPRWLRQDO�ODERXU�WKDW�IRFXVHV�RQ�LQWHUDFWLYH�VHUYLFH�ZRUN�

LOOXPLQDWHV�WKH�PXOWL�GLPHQVLRQDOLW\�RI�VNLOO—VSHFLILFDOO\�WKH�LQWHUSHUVRQDO�VNLOOV�WKDW�DUH�

FUXFLDO�WR�VHUYLFH�ZRUN��VHH��IRU�H[DPSOH��/HLGQHU��������0LUFKDQGDQL���������$W�7KH�

%DQN��IRU�WKRVH�UHVLVWDQW�WR�WKH�LQFRUSRUDWLRQ�RI�VDOHV�UHODWHG�DVSHFWV�LQWR�WKHLU�MREV��WKH�

PDMRULW\�RI�&62V�DQG�PDQ\�)6&V�,�VSRNH�ZLWK��IRU�LQVWDQFH���VDOHV�UHODWHG�VNLOOV�ZHUH�

HLWKHU�VRPHWKLQJ�WKDW�WKH\�GLG�QRW�WKLQN�WKH\�SRVVHVVHG��RU�VLPSO\�GLG�QRW�ZDQW�WR�

GHYHORS��7R�EHWWHU�VHUYH�WKH�FXVWRPHU�WKHVH�ZRUNHUV�DUJXHG�WKDW�WKH\�QHHGHG�EHWWHU�WRROV�

Vo they could complete transactions more accurately and efficiently. From management’s 

perspective, providing “complete” service to customers meant adding complexity to 

FXVWRPHU�VHUYLFH�UROHV�E\�KHLJKWHQLQJ�WKH�LPSRUWDQFH�RI�WKH�VRIW�VNLOOV�QHFHVVDU\�IRU�VDOHV�

ZRUN����

$W�7KH�%DQN�VDOHV�UHODWHG�WDUJHWV�SOD\�D�PDMRU�UROH�LQ�WKH�SHUIRUPDQFH�HYDOXDWLRQ�

RI�ZKDW�KDYH�EHHQ�WUDGLWLRQDOO\�WKRXJKW�RI�LQ�SHUVRQDO�DQG�FRPPHUFLDO�EDQNLQJ�DV�

“support” staff—SULPDULO\�)6&V�RQ�WKH�SHUVRQDO�VLGH��DQG�&62V�RQ�WKH�FRPPHUFLDO�VLGH��

7KH�FXVWRPHU�RULHQWHG�RUJDQL]DWLRQDO�FKDQJH�WKDW�ZDV�LQLWLDWHG�LQ�WKH�PLG�����V�WDUJHWHG�

a goal of making every occupation within the company “customer�focused”. One strategy 

SXUVXHG�WR�DFKLHYH�WKLV�HQG�ZDV�WR�VORZO\�DGG�FXVWRPHU�UHODWHG�WDUJHWV�WR�DOO�RFFXSDWLRQV�
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WKDW�HQWDLOHG�DW�OHDVW�VRPH�FXVWRPHU�FRQWDFW��,Q�SUDFWLFH��WKLV�PHDQW�WKDW�&62�SDUWLFLSDQWV��

IRU�LQVWDQFH��ZHQW�IURP�KDYLQJ�UHJXODU��DOWKRXJK�EULHI��WHOHSKRQH�DQG�HPDLO�FRQWDFW�ZLWK�

FRPPHUFLDO�FOLHQWV�DERXW�VSHFLILF�EDQNLQJ�WUDQVDFWLRQV��WR�KDYLQJ�WR�ILQG�FUHDWLYH�ZD\V�WR�

H[WHQG�LQWHUDFWLRQV�ORQJ�HQRXJK�WR�LQTXLUH�DERXW�DGGLWLRQDO�SURGXFWV�DQG�VHUYLFHV�WKH\�

PLJKW�QHHG����Until about 2010 the CSO job was thought to be an exclusively “support” 

UROH��7KH�PDMRULW\�SURYLGLQJ�VXSSRUW�WR�&50V��&62V�ZRXOG�RSHQ�FRPPHUFLDO�DFFRXQWV��

IROORZ�XS�ZLWK�&50V�DQG�FOLHQWV�UHJDUGLQJ�SURSHU�OHJDO�GRFXPHQWDWLRQ��DQG�SHUIRUP�

VWUDLJKWIRUZDUG�EDQNLQJ�WDVNV�IRU�FRPPHUFLDO�FXVWRPHUV��VXFK�DV�WUDQVIHUULQJ�IXQGV��

VHQGLQJ�ZLUH�SD\PHQWV��DQG�SUHSDULQJ�GUDIWV�DQG�PRQH\�RUGHUV���

� 7KH�LQWURGXFWLRQ�RI�UHYHQXH�DQG�FXVWRPHU�OR\DOW\�WDUJHWV�DGGHG�QHZ��DQG�RIWHQ�

XQZHOFRPH��GLPHQVLRQV�WR�&62�ZRUN��,Q�������VKRUWO\�EHIRUH�,�DUULYHG�DW�WKH�PDLQ�RIILFH�

WR�FRQGXFW�P\�UHVHDUFK��HDFK�&62�RQ�WKH�IORRU�KDG�EHHQ�JLYHQ�D�QHZ�UHYHQXH�WDUJHW�

UDQJLQJ�IURP����������WR�����������7KLV�ZDV�D�\HDUO\�WDUJHW�RI�QHZ�PRQH\�EURXJKW�LQWR�

WKH�EDQN��HQWHUHG�LQWR�D�FRPSXWHU�V\VWHP�E\�WKH�ZRUNHU�HDFK�WLPH�D�VDOH�RFFXUUHG��DQG�

PRQLWRUHG�HOHFWURQLFDOO\�E\�PDQDJHUV��$GGUHVVLQJ�WKLV�VDOHV�VKLIW��*UDFH��D�&62�ZKR�KDG�

EHHQ�ZRUNLQJ�DW�PDLQ�RIILFH�IRU�URXJKO\�WHQ�\HDUV��DUJXHG���

,�ZRXOG�SUHIHU�MXVW�GRLQJ�WKH�WUDQVDFWLRQV��<RX�NQRZ"�:H�DUH�FDOOHG�WKH�EDFN�

office. We are not the employees to deal with the customer… There’s the CRM. 

7KH\�VKRXOG�EH�GHDOLQJ�ZLWK�LW��1RW�XV��)RU�XV��ZH�DUH�MXVW�D�EDFNXS—ZKHUH�LI�

they need something we support them. That’s how I undersWDQG�WKH�UROH�RI�WKH�

&62��

�������������������������������������������������
���'HSHQGLQJ�RQ�WKHLU�UROH��&62V�W\SLFDOO\�LQWHUDFW�ZLWK��������FXVWRPHUV�SHU�GD\��
KDYLQJ�FRQYHUVDWLRQV�WKDW�UDQJH�IURP�OHVV�WKDQ�D�PLQXWH�XS�WR�DERXW���PLQXWHV��

�
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,Q�DGGLWLRQ�WR�UHYHQXH�WDUJHWV��WKHVH�&62V—OLNH�DOO�RI�P\�SDUWLFLSDQW�JURXSV—KDG�DOVR�

EHHQ�JLYHQ�FXVWRPHU�OR\DOW\�WDUJHWV��&XVWRPHU�OR\DOW\�LV�PHDVXUHG�E\�PDQDJHPHQW�

WKURXJK�FXVWRPHU�IHHGEDFN�FROOHFWHG�E\�ZRUNHUV��PDQDJHUV��DQG�D�WKLUG�SDUW\�

RUJDQL]DWLRQ��DQG�ZRUNHU�SURGXFHG��KDQG�ZULWWHQ�7<&V��7DUJHWV�IRU�VHQGLQJ�7<&V�

UDQJHG�TXLWH�VLJQLILFDQWO\��IURP���SHU�GD\�IRU�&65V��WR���SHU�ZHHN�IRU�)6&V��DQG�URXJKO\�

RQH�FDUG�SHU�ZHHN�IRU�&62V�DQG�&50V����

� 2Q�WKH�SHUVRQDO�VLGH��PDQ\�SDUWLFLSDQWV�DOVR�SRVLWLRQHG�WKH�)6&�UROH�DV�D�VXSSRUW�

UROH��(VVHQWLDOO\��)6&V—RU�“greeters” in smaller branches—ZRUN�XQGHU�)60V��,Q�

DGGLWLRQ�WR�KHOSLQJ�ZLWK�GRFXPHQWDWLRQ�DQG�FXVWRPHU�UHODWHG�WUDQVDFWLRQV��)6&V�KDYH�

DOVR�WUDGLWLRQDOO\�UHIHUUHG�SRVVLEOH�VDOHV�RSSRUWXQLWLHV�WR�)60V��$W�WKH�PDLQ�EUDQFK��D�

QXPEHU�RI�ZRUNHUV�VKRZHG�FRQIXVLRQ�DERXW�KRZ�WKH\�DUH�WR�PDQDJH�VHUYLFH�DQG�VDOHV��

SDUWLFXODUO\�VLQFH�WKH�)6&�SRVLWLRQ�LV�RIWHQ�XVHG�DV�D�WUDLQLQJ�JURXQG�IRU�)60V��$�IRUPHU�

&65�ZKR�KDG�UHFHQWO\�VWDUWHG�DV�DQ�)6&�DW�WKH�PDLQ�EUDQFK�QRWHG���

$QG�DQRWKHU�WKLQJ�,�KHDUG�DERXW�WKH�)6&�UROH�LV�WKDW—VR�WKH�EDQN�RQO\�FDUHV�

DERXW�VDOHV��ULJKW—ZH�DUH�OLNH�D�VHUYLFH�EDVHG�MRE��ULJKW��$QG�WKHQ�DW�WKH�HQG�RI�

the week we hear, “Where were your sales?” What about, “Where are all the 

services I provided?” You know? So it’s hard when you work so hard to provide 

JRRG�VHUYLFH�WR�WKH�FXVWRPHU�DQG�WKHQ�WKH\�JHW�PDG�DW�\RX�LQ�WKH�HQG�IRU�QRW�

KDYLQJ�WKH�VDOHV���'RQRYDQ��

)RU�EDQNLQJ�UROHV�WKDW�KDYH�WUDGLWLRQDOO\�EHHQ�YLHZHG�DV�PRUH�VDOHV�RULHQWHG��WKH�SUHVVXUH�

WR�VHOO�KDV�RQO\�LQFUHDVHG��)RU�H[DPSOH��ZKHQ�,�ZRUNHG�DV�D�&65�IURP�����������P\�

FROOHDJXHV�DQG�,�H[SHFWHG�WR�NHHS�RXU�MREV�DV�ORQJ�DV�ZH�PDGH�DQ�DWWHPSW�WR�PHHW�WKH�

UHODWLYHO\�ORZ�VDOHV�WDUJHWV��,Q�������KRZHYHU��ZRUNHUV�ZKR�IDLOHG�WR�PHHW�WKHLU�WDUJHWV�RQ�
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D�FRQVLVWHQW�EDVLV�FRXOG�H[SHFW�WR�ORVH�WKHLU�MRE��2QH�IRUPHU�FR�ZRUNHU�WROG�PH�EOXQWO\�

WKDW�JLYHQ�P\�XQZLOOLQJQHVV��D�GHFDGH�HDUOLHU��WR�VHOO�FUHGLW�FDUGV�,�ZRXOG�QR�ORQJHU�EH�

DEOH�WR�ILQG�ZRUN�DV�D�&65��$�FRPPHUFLDO�manager at the main branch opined, “And 

really what it’s boiled down to now, is that CSRs are there to sell” (&KULVWLDQ���

� $W�WKH�WLPH�,�FRQGXFWHG�P\�UHVHDUFK��PDQ\�SDUWLFLSDQWV�ZHUH�VWLOO�VWUXJJOLQJ�WR�

XQGHUVWDQG�WKHLU�UROH��DQG�WKH�UHVSRQVLELOLWLHV�WKDW�FRPH�ZLWK�LW��DV�WKHLU�PDQDJHUV�GLG��$V�

7UHLQD��D�&62��UHPDUNHG��

6R�\RX�VD\��ZKDW�LV�WKH�SULRULW\�KHUH"�,V�LW�P\�MRE"�2U�GRLQJ�WKHVH�UHIHUUDOV"�7KH�

&50V��WKHVH�SHRSOH�PDNH�WKH�FRQQHFtions, they’re supposed to be the people who 

GR�WKDW��:KHQ�>ODVW�IORRU�ERVV@�ZDV�KHUH��VKH�NLQG�RI�SXW�KHU�IRRW�GRZQ�WR�VD\��

“Hey, we are a processing department.” We are not the ones to go out for 

business. We are not the experts. Plus, I didn’t sign up tR�WKLV�MRE�IRU�WKH�VDOHV�SDUW�

RI�LW��1R��

:KHQ�7UHLQD�GHVFULEHV�WKH�ODVW�IORRU�ERVV�IRU�KHU�FRPPHUFLDO�RIILFH�DW�WKH�PDLQ�EUDQFK��

VKH�LV�UHIHUULQJ�WR�John’s (CAM)�SUHGHFHVVRU��7HOOLQJO\��GXULQJ�DQ�LQIRUPDO�IROORZ�XS�

LQWHUYLHZ�ZLWK�KLP��-RKQ�PHQWLRQHG�WKDW�RQH�RI�WKH�UHDVRQV�WKH�ODVW�VHQLRU�PDQDJHU�

UHWLUHG�ZDV�EHFDXVH�VKH�ZDV�QRW�ZLOOLQJ�WR�IXOO\�FRPPLW�WR�WKH�&(2V�FKDQJH�DJHQGD��)RU�

7UHLQD��KRZHYHU��KHU�VWRU\�LV�VLPLODU�WR�WKRVH�RI�RWKHU�SDUWLFLSDQWV�ZKR�TXHVWLRQ�ZKHWKHU�

PDQDJHPHQW�XQGHUVWDQGV�WKH�QDWXUH�RI�WKHLU�UHODWLRQVKLSV�WR�FXVWRPHUV��,Q�WHUPV�RI�WKH�

WULDQJOH�RI�SRZHU��WKLV�GLVFRQQHFW�DOVR�UDLVHV�TXHVWLRQV�DERXW�ZKR�ZRUNHUV�DUH�OR\DO�WR��

EHWZHHQ�PDQDJHUV�DQG�FXVWRPHUV��
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$QRWKHU�FRPPHUFLDO�ZRUNHU�WRXFKHG�RQ�D�FRXSOH�RI�RIW�PHQWLRQHG�WRSLFV�UHODWHG�

WR�VDOHV��D�ODFN�RI�proper training and a lack of access to “decision makers”. (ULND��D�

&62��VDLG���

I personally think we aren’t trained to be sales people and we should not get too 

LQYROYHG�ZLWK�WKLV��%XW�UDWKHU��EH�D�VWURQJ�VXSSRUW�WR�WKH�VDOHV�personnel… I’m in 

no position to have a complete conversation with the client. You know? I don’t 

JHW�WR�VSHDN�ZLWK�WKH�GHFLVLRQ�PDNHUV�RI�WKH�FRPSDQ\��

$V�GLVFXVVHG�IXUWKHU�LQ�&KDSWHU���PDQ\�SDUWLFLSDQWV�IURP�QRQ�WUDGLWLRQDO�VDOHV�UROHV�DOVR�

SRLQWHG�WR�WKH�QHJDWLYH�FRQVHTXHQFHV�RI�KDYLQJ�WR�PHHW�WDUJHWV�RQ�WKHLU�UHODWLRQVKLSV�ZLWK�

FXVWRPHUV��)RU�H[DPSOH��&62V��)6&V��DQG�)60V�UHSRUWHG�KRZ�PDNLQJ�FROG�FDOOV��XVLQJ�

VFULSWLQJ��DQG�SXVKLQJ�SURGXFWV�FKDOOHQJHG�WKHLU�DELOLW\�WR�EXLOG�WUXVW�DQG�GHYHORS�

DXWKHQWLF�UHODWLRQVKLSV�ZLWK�VRPH�FXVWRPHUV��

,QWHUHVWLQJO\��WKLV�GLVFRQQHFW�LQ�SHUFHLYHG�DQG�UHTXLUHG�VNLOO�EHWZHHQ�ZRUNHUV�DQG�

management presents a somewhat ironic twist on Braverman’s (1974) classic�GHVNLOOLQJ�

WKHVLV��%UDYHUPDQ—ZULWLQJ�LQ�WKH�HDUO\�����V�EHIRUH�WKH�H[SDQVLRQ�RI�WKH�VHUYLFH�

HFRQRP\—YLHZHG�DGYDQFHPHQWV�LQ�WHFKQRORJ\�DQG�DQ�LQFUHDVLQJO\�VSHFLDOL]HG�GLYLVLRQ�

RI�ODERXU�DV�FRQWULEXWLQJ�WR�WKH�VHSDUDWLRQ�RI�PHQWDO�DQG�PDQXDO�ZRUN��DQG�WR�WKH�

GHJUDGDWLRQ�RI�ZRUN��+H�ZULWHV��“,Q�RQH�ORFDWLRQ��WKH�SK\VLFDO�SURFHVVHV�RI�SURGXFWLRQ�DUH�

H[HFXWHG��,Q�DQRWKHU�DUH�FRQFHQWUDWHG�WKH�GHVLJQ��SODQQLQJ��FDOFXODWLRQ��DQG�UHFRUG�

keeping… [The hand and brain become] divided and hostile, and the human unity of hand 

DQG�EUDLQ�WXUQV�LQWR�LWV�RSSRVLWH��VRPHWKLQJ�OHVV�WKDQ�KXPDQ” (Braverman, 1974, p. 124�

������:LWK�UHVSHFW�WR�&62�ZRUN��LQ�SDUWLFXODU��RQH�FRXOG�DUJXH�WKDW�UHTXLULQJ�

LQWHUDFWLRQDO�VDOHV�VNLOOV�IRU�MREV�WKDW�KDG�EHFRPH��RYHU�WLPH��VSHFLDOL]HG�DQG�WUDQVDFWLRQDO�
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VHUYHV�WR�DGG�FRPSOH[LW\�WR�WKH�ZRUN��DQG�UHGXFH�ZRUNHU�DOLHQDWLRQ���+RZHYHU��

LQWURGXFLQJ�WDUJHWV��VFULSWLQJ��DQG�VXUYHLOODQFH�PHWKRGV�UHODWHG�WR�WKH�WDVNV�LQYROYHG�ZLWK�

this kind of “mental work” (see Chapter 4, section 4.2) reinforces Braverman’s original 

DUJXPHQW��DQG�OLNHO\�RIIVHWV�DQ\�ZRUNHU�JDLQV��7KH�ZLGHVSUHDG�XVH�RI�FRPSXWHU�VFULSWLQJ��

especially, illustrates Braverman’s original points about technology’s role in deskilling 

ZRUN����

7KHUH�DUH�WKUHH�LPSRUWDQW�SRLQWV�UHODWHG�WR�KRZ�PDQDJHPHQW�KDV�VRXJKW�WR�

WUDQVIRUP�VHUYLFH�MREV�LQWR�VDOHV—DQG�OR\DOW\—IRFXVHG�MREV�WKDW�QHHG�WR�EH�KLJKOLJKWHG��

)LUVW��DOWKRXJK�RQ�RQH�OHYHO�MREV�KDYH�EHFRPH�HQODUJHG�DQG�PRUH�FRPSOH[��WKURXJK�

adding sales and “customer loyalty” components that depend on a worker’s capacity to 

XWLOL]H�LQWHUDFWLYH�VNLOOV��WKH\�KDYH—DW�WKH�VDPH�WLPH—EHFRPH�LQFUHDVLQJO\�URXWLQL]HG��

$V�ZH�ZLOO�VHH�LQ�ODWHU�FKDSWHUV��WKH�LQWURGXFWLRQ�RI�QHZ�FXVWRPHU�OR\DOW\�WDUJHWV�UHODWHG�

WR�KRZ�ZRUNHUV�LQWHUDFW�ZLWK�FXVWRPHUV�UHGXFHV�WKH�DPRXQW�RI�DXWRQRP\�WKDW�ZRUNHUV�

EULQJ�WR�FXVWRPHU�HQFRXQWHUV�DQG�IXQFWLRQV�WR�VWDQGDUGL]H�ZRUNHU�FXVWRPHU�UHODWLRQVKLSV���

6HFRQG��DV�ZRUNHUV�KDYH�OHVV�FRQWURO�RYHU�WKH�LQWHUDFWLYH�DVSHFWV�RI�WKHLU�GD\�WR�

GD\�UHODWLRQV�ZLWK�FXVWRPHUV��WKHLU�FDSDFLW\�IRU�DXWKHQWLFLW\�LQ�WKHVH�UHODWLRQVKLSV�PD\�EH�

FKDOOHQJHG��+HUH��WKH�TXHVWLRQ�HPHUJHV�as to what the impact of management’s control 

RYHU�WKH�ZRUNHU�FXVWRPHU�UHODWLRQVKLS��WKURXJK�H[HUWLQJ�PRUH�LQIOXHQFH�RYHU�ZRUNHU�

FXVWRPHU�LQWHUDFWLRQV��ZLOO�EH�IRU�KRZ�ZRUNHUV�FRQFHLYH�RI�FXVWRPHUV�LQ�WKHLU�GD\�WR�GD\�

DSSURDFK�WR�ZRUN��$V�,�ZLOO�GHPRQVWUDWH�LQ�&KDSWHUV���DQG����ZLWK�PDQDJHUV�DQG�

customers each having power over workers, workers’ interests will alternatively align 

ZLWK�PDQDJHUV�RU�FXVWRPHUV��7KXV��WKHLU�SRVLWLRQ�ZLWKLQ�WKH�IOH[LEOH�WULDQJOH�RI�SRZHU�LV�

IOXLG�DQG�YDULDEOH���
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)LQDOO\��P\�DQDO\VLV�RI�WKH�WULDQJOH�RI�SRZHU�DW�7KH�%DQN�HPSKDVL]HV�KRZ�

RUJDQL]DWLRQDO�FKDQJH�KDV�FRQWULEXWHG�WR�WKH�RSHQLQJ�XS�RI�WKH�ZRUNHU�PDQDJHU�

UHODWLRQVKLS��7KLV�VWXG\�GHPRQVWUDWHV�KRZ�FXVWRPHUV�KDYH�SRZHU—SULPDULO\�WKURXJK�

SDUWLFLSDWLQJ�LQ�FXVWRPHU�UHODWHG�FRQWURO�PHFKDQLVPV��VXFK�DV�7<&V�DQG�FXVWRPHU�

Ieedback. The increased incorporation of sales and customer “loyalty” components into 

QRQ�VDOHV�UROHV�DOVR�KLJKOLJKWV�WKH�H[WHQW�WR�ZKLFK�WKLV�HOHYDWHG�FXVWRPHU�KDV�D�PRUH�

FHQWUDO�SRVLWLRQ�DFURVV�7KH�%DQN��<HW��LW�LV�PDQDJHPHQW�WKDW�KDV�XVHG�LWV�SRZHU�WR�

GHYHORS�WKHVH�FXVWRPHU�UHODWHG�FRQWURO�PHFKDQLVPV�DQG�SXOO�WKH�FXVWRPHU�LQWR�WKH�

HPSOR\PHQW�UHODWLRQVKLS��H[SDQGLQJ�WKH�ZRUNHU�PDQDJHU�G\DG�LQWR�D�ZRUNHU�PDQDJHU�

FXVWRPHU�WULDQJOH�RI�SRZHU���

�

ϯ͘ϯ͘Ϯ�&ůĂƚƚĞŶŝŶŐ�ŽĨ�ŵĂŶĂŐĞŵĞŶƚ�ƐƚƌƵĐƚƵƌĞƐ�
�
7KH�WUDQVIRUPDWLRQ�RI�WUDGLWLRQDOO\�VHUYLFH�EDVHG�MREV�WR�VDOHV�RULHQWHG��FXVWRPHU�OR\DOW\�

IRFXVHG�RFFXSDWLRQV�KDV�FRLQFLGHG�ZLWK�WKH�IODWWHQLQJ�RI�MRE�KLHUDUFKLHV�DW�7KH�%DQN��

)URP�WKH�HDUO\�����V��ZKHQ�,�VWDUWHG�ZRUNLQJ�IRU�WKH�EDQN��XS�WR�������WKHUH�ZHUH�VHYHUDO�

FKDQJHV�WR�MRE�KLHUDUFKLHV�DQG�RUJDQL]DWLRQDO�FKDUWV�LQ�ERWK�WKH�EUDQFK�DQG�WKH�

FRPPHUFLDO�GLYLVLRQV�RI�7KH�%DQN��)LJXUHV�����DQG�����VKRZ�FKDQJHV�LQ�WKH�

RUJDQL]DWLRQDO�FKDUW�IRU�WKH�EUDQFK��DQG�)LJXUHV�����DQG�����VKRZ�FKDQJHV�LQ�FRPPHUFLDO�

EDQNLQJ��,Q�OLQH�ZLWK�ODUJHU�SRVW�EXUHDXFUDWLF�WUHQGV�LQ�RUJDQL]DWLRQV�WKDW�UHVXOW�LQ�IHZHU�

OD\HUV�RI�PDQDJHPHQW�DQG�D�IODWWHU�RUJDQL]DWLRQDO�KLHUDUFK\��VHH�%DUNHU��������6HZHOO�

DQG�%DUNHU���������7KH�%DQN�HOLPLQDWHG�DVVLVWDQW�PDQDJHUV�DQG�PXOWLSOH�MRE�JUDGHV�IRU��
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&62V�RQ�WKH�FRPPHUFLDO�VLGH��DQG�WRRN�DZD\�WKH�KHDG�&65�SRVLWLRQ�DQG�PXOWLSOH�MRE�

JUDGHV�IRU�)60V�LQ�SHUVRQDO�EDQNLQJ����

:RUNHUV�LGHQWLILHG�D�FRQQHFWLRQ�EHWZHHQ�WKH�KHLJKWHQHG�UROH�RI�WKH�FXVWRPHU�LQ�

the organization and the bank’s approach to collapsing certain roles into one. For 

LQVWDQFH��+HDWKHU��DQ�)60��told me that customers have “started to expect that everybody 

FDQ�GR�HYHU\WKLQJ��which the bank does too.”�6KH�FRQWLQXHV���

And I don’t necessarily agree with it. But I guess they’re trying to cover the 

customer’s expectations of that. I mean, that must be why they’re doing it. But, 

it’s like, jack of all trades, master of none. You know? Some people are just 

JHQHUDOO\�EHWWHU�DW�VRPH�WKLQJV�YHUVXV�RWKHU�WKLQJV���+HDWKHU��

6LPLODUO\��WZR�SDUWLFLSDQWV—RQH�IURP�FRPPHUFLDO�EDQNLQJ��(ULND��DQG�RQH�IURP�WKH�

EUDQFK��&\QWKLD��TXRWHG�DW�WKH�VWDUW�RI�WKH�FKDSWHU�—OLQNHG�VWUXFWXUDO�FKDQJH�WR�WKH�

organization’s goal of creating “robot”�OLNH�ZRUNHUV��ZKHUH�LQGLYLGXDOV�DUH�

interchangeable because “everyone is the same”.  �

� 7KH�IODWWHQLQJ�RI�MRE�KLHUDUFKLHV�LPSDFWV�KRZ�ZRUNHUV�UHODWH�WR�FR�ZRUNHUV��

PDQDJHUV��DQG�FXVWRPHUV��,Q�DGGLWLRQ�WR�HQFRXUDJLQJ�WHDP�EDVHG�DSSURDFKHV�WR�ZRUN�

SURFHVVHV��VHH�VHFWLRQ�������EHORZ���WKH�IODWWHQLQJ�RI�KLHUDUFKLHV�KDV�LPSOLFDWLRQV�IRU�KRZ�

ZRUNHUV�H[SHULHQFH�FRQWURO�DQG�FRPSHWLWLRQ��,Q�WHUPV�RI�FRQWURO��IODWWHU�MRE�UDQNV�KDYH��LQ�

VRPH�ZD\V��OHVVHQHG�WKH�QHHG�IRU�PDQDJHUV�WR�H[KLELW�GLUHFW�SRZHU�DQG�LQIOXHQFH�RYHU�

workers. Instead, “concertive control” (Barker, 1993) is more pervasive, as individuals in 

WKH�VDPH�MRE�FDWHJRU\�SOD\�D�ODUJHU�UROH�LQ�PRQLWRULQJ�WKHLU�FR�ZRUNHUV�WKURXJK�SHHU�

�������������������������������������������������
���)RU�LQVWDQFH��&62�V�DQG�)60�V�KDG�D�ORZHU�VWDWXV��MRE�JUDGH��DQG�SD\�VFDOH�WKDQ�
&62�V�DQG�)60�V��&62�V�DQG�)60�V�KDG�D�ORZHU�VWDWXV��MRE�JUDGH��DQG�SD\�VFDOH�WKDQ�
&62�V�DQG�)60�V��HWF��
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VXUYHLOODQFH��$W�WKH�VDPH�WLPH�DV�PXOWLSOH�MRE�UROHV�KDYH�EHHQ�FROODSVHG�DW�7KH�%DQN��

RFFXSDWLRQ�OHYHO�DQG�EUDQFK�RU�FRPPHUFLDO�RIILFH�level “loyalty” targets have been 

LQWURGXFHG��ZKLFK�KDYH�D�GLUHFW�LPSDFW�RQ�SHUIRUPDQFH�DVVHVVPHQW�DQG�HQFRXUDJH�SHHU�

VXUYHLOODQFH�DQG�FRDFKLQJ��GLVFXVVHG�IXUWKHU�EHORZ���$JDLQ��DV�WKH�RUJDQL]DWLRQDO�

EOXHSULQW�KDV�FKDQJHG��WKH�UROH�RI�WKH�FXVWRPHU�UHODWLYH�WR�GD\�WR�GD\�ZRUN�SURFHVVHV�KDV�

VKLIWHG�DOVR��)RU�WKH�WULDQJOH�RI�SRZHU��VSHFLILFDOO\��TXHVWLRQV�HPHUJH�DV�WR�KRZ�FRQWURO�

RSHUDWHV�DQG�KRZ�SRZHU�LV�GLVWULEXWHG�EHWZHHQ�PDQDJHUV��FR�ZRUNHUV��DQG�FXVWRPHUV��

7KHVH�IXQGDPHQWDO�TXHVWLRQV�DUH�DGGUHVVHG�LQ�&KDSWHU����

�
�
͵Ǥ͵ǤʹǤͳ�	����������������
�
7KH�QRWLRQ�RI�LQWHUFKDQJHDEOH�ZRUNHUV�LV�DOVR�UHIOHFWHG�LQ�FKDQJHV�WR�HPSOR\PHQW�

FRQWUDFWV�DW�7KH�%DQN��6SHFLILFDOO\��VRPH�EUDQFKHV�DQG�RIILFHV�KDYH�VKLIWHG�WR�IOH[LEOH�

VWDIILQJ�DUUDQJHPHQWV��ZLWK�ZRUNHUV�KDYLQJ�YDULDEOH�VFKHGXOHV�DQG�RQO\�EHLQJ�JXDUDQWHHG�

D�PLQLPXP�QXPEHU�RI�KRXUV��6FKRODUV�RI�WKH�SRVW�LQGXVWULDO�VKLIW�DQG�WKH�QDWXUH�RI�

VHUYLFH�HFRQRP\�HPSOR\PHQW�KDYH�QRWHG�WKH�LQFUHDVH�LQ�LQVHFXUH�ZRUN�FRQWUDFWV��DV�ZHOO�

DV�LQFUHDVH�LQ�ODERXU�PDUNHW�SRODUL]DWLRQ��:RUNHUV�LQ�WKH�HDUO\�SDUW�RI�WKH���VW�FHQWXU\�DUH�

PRUH�OLNHO\�WR�ILQG�WKHPVHOYHV�LQ�QRQ�VWDQGDUG�RU�SUHFDULRXV�IRUPV�RI�HPSOR\PHQW�WKDQ�

LQ�SUHYLRXV�GHFDGHV��VHH�.UDKQ��������9RVNR��������&UDQIRUG�DQG�9RVNR��������

*DODUQHDX�DQG�0RULVVHWWH�����������&UDQIRUG�DQG�9RVNR��������LOOXPLQDWH�KRZ�

SUHFDULRXV�HPSOR\PHQW�LV�PXOWLGLPHQVLRQDO��VKDSHG�E\�VRFLDO�ORFDWLRQ��DQG�H[LVWLQJ�RQ�D�

�������������������������������������������������
���.UDKQ��������QRWHV�WKH�VLJQLILFDQW�JURZWK�LQ�QRQ�VWDQGDUG�ZRUNLQJ�DUUDQJHPHQWV�LQ�
&DQDGD�EHWZHHQ������DQG�������S�������6XEVHTXHQW�WR�WKLV�SHULRG��WHPSRUDU\�
HPSOR\PHQW�H[SHULHQFHG�UDSLG�JURZWK��EHWZHHQ������DQG��������*DODUQHDX���������%\�
������RQH�LQ�HLJKW�SDLG�ZRUNHUV�LQ�&DQDGD�WRRN�SDUW�LQ�WHPSRUDU\�HPSOR\PHQW��ZKLOH�
FRQWUDFW�MREV�PDGH�XS�RYHU�KDOI�RI�WHPSRUDU\�HPSOR\PHQW�LQ�WKDW�\HDU��*DODUQHDX��������
S��������
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FRQWLQXXP—IURP�FDVXDO��WHPSRUDU\�ZRUN�WR�SHUPDQHQW��IXOO�WLPH�ZRUN��$GRSWLQJ�WKLV�

VSHFWUXP�&UDQIRUG�HW�DO���������SXVK�RXU�XQGHUVWDQGLQJ�RI�SUHFDULRXV�ZRUN�EH\RQG�D�

VWDQGDUG�QRQ�VWDQGDUG�GLFKRWRP\��DUJXLQJ�WKDW�LQFRPH��FRQWURO�RYHU�ZRUN�SURFHVVHV��DQG�

UHJXODWRU\�SURWHFWLRQ—LQ�DGGLWLRQ�WR�HPSOR\PHQW�UHODWLRQVKLS��H�J���IXOO�WLPH��SDUW�WLPH��

DQG�FDVXDO�—are key indicators of precariousness. Therefore, we see a “portrait of 

SUHFDULRXs employment” (Cranford et al., 2003, p. 10) that includes workers from a wide 

UDQJH�LQGXVWULHV�DQG�RFFXSDWLRQV����

� :KLOH�EDQNLQJ�LQVWLWXWLRQV�LQ�&DQDGD�KDYH�ORQJ�EHHQ�EHOLHYHG�WR�EH�UHOLDEOH�

SURYLGHUV�RI�VHFXUH��VWDEOH�HPSOR\PHQW��WKHUH�KDYH�EHHQ�HOHPHQWV�RI�ZKDW�.DOOHEHUJ�

�������FDOOV�QXPHULFDO�IOH[LELOLW\�LQWURGXFHG�DW�7KH�%DQN��$OWKRXJK�ZKHQ�,�ZRUNHG�LQ�

EDQNLQJ�LQ�WKH�����V�KLULQJ�FDVXDO��VXPPHU�ZRUNHUV�ZDV�FRPPRQ�SUDFWLFH�LQ�

RUJDQL]DWLRQV�VXFK�DV�EDQNV��D�SUDFWLFH�,�EHQHILWHG�IURP���,�KDG�QHYHU�VHHQ�RU�KHDUG�RI�

SDUW�WLPH�RU�FDVXDO�HPSOR\PHQW�EHLQJ�XVHG�DV�D�SDWKZD\�WR�IXOO�WLPH�HPSOR\PHQW��

+RZHYHU��LQ�VSHDNLQJ�ZLWK�ZRUNHUV�DW�VHYHUDO�GRZQWRZQ�7RURQWR�EUDQFKHV��LW�LV�FOHDU�WKDW�

WKLV�SUDFWLFH�LV�QRZ�PRUH�FRPPRQ��'DQLHO��DQ�DVVLVWDQW�EUDQFK�PDQDJHU��ZDV�SDUWLFXODUO\�

FDQGLG��

It’s more of a retail mentality now, right, where there�WKH\�SUHIHU�XV�WR�KLUH�SDUW�

WLPH�VWDII�IRU�WKH�&65�VLGH�RI�WKLQJV��%XW�WKDW�FDQ�FDXVH�SUREOHPV�ZLWK�WXUQRYHU�

DQG�ZKDWQRW��ULJKW"�/LNH�ZH�MXVW�KLUHG�D�JX\�WKDW�HQGHG�XS�VWD\LQJ�IRU���PRQWKV�

and got a job elsewhere. But now we’re kind of stuck in that position, and that’s 

ZK\�ZH�KDYH�WR�XVH�OLNH�WKH�JX\�IURP�WKH�RWKHU�EUDQFK�IRU�FRYHUDJH��ULJKW��

EHFDXVH�LW�WDNHV�VR�ORQJ�WR�JHW�D�&65�IXOO\�WUDLQHG�IRU�SDUW�WLPH��7KH�WUDLQLQJ�
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program’s lLNH�WHQ�ZHHNV�ORQJ��6R�\RX�DUH�NLQG�RI�WKURZLQJ�SHRSOH�RQ�LQ�VRPH�

FDVHV�EHIRUH�WKH\�DUH�IXOO\�UHDG\��EXW�PDNLQJ�VXUH�WKH\�KDYH�VRPHERG\�ZLWK�WKHP���

%HJLQQLQJ�&65�ZRUN�ZLWKRXW�DGHTXDWH�WUDLQLQJ�FDQ�FUHDWH�VLJQLILFDQW�FKDOOHQJHV�DURXQG�

EDVLF�WDVNV�VXFK�DV�SHUIRUPLQJ�ILQDQFLDO�WUDQVDFWLRQV�DQG�EDODQFLQJ�D�FDVKER[—WR�VD\�

nothing about engaging in “productive” interactions with customers, ZKHUH�FUHGLW�FDUGV�

DUH�VROG�RU�UHIHUUDOV�DUH�PDGH��<HW��WKH�HPSKDVLV�LV�RQ�ZRUNHU�SHUIRUPDQFH��PHDVXUHG�

WKURXJK�VHUYLFH��VDOHV��DQG�OR\DOW\�VFRUHV��'DQLHO�FRQWLQXHG��

I’ve heard that even the main branch is hiring part time, at least to start. And I 

NLQG�of like that in a way, where: “ZH�DUH�JRLQJ�WR�KLUH�\RX�DW����KRXUV��3URYH�WR�

XV�WKDW�\RX�FDQ�GR�WKH�MRE��DQG�\RXU�KRXUV�ZLOO�Lncrease little by little.” And that’s 

ZKDW�ZH�GLG��OLNH�RXU�FXUUHQW�IXOO�WLPH�&65�VWDUWHG�DW����KRXUV�D�ZHHN�DQG�SURYHG�

KHUVHOI�DQG�JRW�KHU�QXPEHUV�XS�WKHUH�VR�WKHQ�ZH�JDYH�KHU�����$QG�WKHQ�ZH�JDYH�

KHU�����DQG�WKHQ�ZH�KDG�DQ�RSHQLQJ�FOHDU�XS�UHFHQWO\��VR�WKHQ�VKH�EHFDPH�RXU�IXOO�

timer because we were confident that she’d be able to do the job… If we are 

FRPPLWWLQJ�WR�VRPHERG\�WKHQ�ZH�ZLOO�JLYH�\RX�DW�OHDVW�����EXW�LI�\RXU�

performance is up there, you’ll get more hours, right? That’s like dangling the 

FDUURW�in front of them… But sometimes with part time if you only have people 

KHUH����KRXUV�D�ZHHN��WKHQ�OLNH��DUH�WKH\�IXOO\�FRPPLWWHG"�,V�WKHLU�KHDG�IXOO\�LQ�

WKLV�MRE"�5LJKW"�/LNH��GR�WKH\�FDUH�DERXW�LW�DV�PXFK�DV�D�IXOO�timer might? … 

That’s where from a hiriQJ�SHUVSHFWLYH�ZH�KDYH�WR�NHHS�DOO�WKDW�VWXII�LQ�PLQG�

when we’re interviewing people. Like how serious are they about this role, right? 

And, like, maybe we’re expecting too much out of people that we’re hiring for 15 

hours a week, but we’re still gearing tRZDUGV�SHRSOH�WKDW�ZDQW�D�FDUHHU�RXW�RI�WKLV�
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HYHQWXDOO\��$QG�LW’s,�with the job market right now, it’s so hard to kind of get your 

IRRW�LQ�WKH�GRRU��6R�WKDW�SHRSOH�ZLOO�WDNH�UROHV�WKDW�KDYH����KRXUV�D�ZHHN�ZLWK�WKH�

RSSRUWXQLW\�WR�SURYH�WKHPVHOYHV��6RPH�ZLOO�WDNH�it seriously, some people won’t.�

To “perform” at a high level, lower�WLHU�ZRUNHUV��VXFK�DV�&65V�DQG�&62V�QHHG�WR�ZRUN�

H[WUD�KDUG�WR�VWDQG�RXW�IURP�WKHLU�FR�ZRUNHUV�DQG�JDLQ�PDQDJHULDO�UHFRJQLWLRQ��:RUN��

therefore, requires something approaching “continuous effort”, where there is a “no 

FRDsting, no cruising” (Reich, 2002, p. 100). Reich argues that “success” in contemporary 

RUJDQL]DWLRQV�LV�EDVHG�PRUH�RQ�HIIRUW�UHODWHG�WR�WKH�FXVWRPHU�DQG�OHVV�RQ�RFFXSDWLRQDO�

SRVLWLRQ��'HVFULELQJ�WKH�UROH�RI�FRQWLQXRus effort, he argues, “earnings now depend less 

on formal rank or seniority, and more on an employee’s value to customers” (Reich, 

������S�������

� Reich notes: “It’s not unusual for a twenty�WKUHH�\HDU�ROG�JHHN�ZLWK�D�KRW�VNLOO�WR�

EH�HDUQLQJ�VHYHUDO�WLPHV�more than a ‘senior�manager’ three levels up” (2002��S�������

:KLOH�,�GLG�QRW�KHDU�RI�ORZHU�OHYHO�ZRUNHUV�HDUQLQJ�PRUH�WKDQ�VHQLRU�PDQDJHUV�DW�7KH�

%DQN��PDQDJHUV�GLG�FRQILGH�WKDW�LW�ZDV�QRW�XQFRPPRQ�IRU�WRS�SHUIRUPLQJ�&65V�DQG�

&62V�WR�EH�HDUQLQJ�PRUH�WKDQ�PLG�ORZ�UDQNLQJ�)60V�DQG�FRPPHUFLDO�UHODWLRQVKLS�

PDQDJHUV��ZLWK�WKH�GLIIHUHQFH�LQ�FRPSHQVDWLRQ�DFFRXQWHG�IRU�WKURXJK�SHUIRUPDQFH�EDVHG�

SD\���

,QGLYLGXDOV�VWULYH�WR�VXFFHVVIXOO\�SDUWLFLSDWH�LQ�WULDQJXODU�UHODWLRQVKLSV�ZLWK�

PDQDJHUV�DQG�FXVWRPHUV�E\�XVLQJ�WKHLU�LQWHUDFWLYH�VNLOOV�WR�PHHW�WDUJHWV�IRU�VDOHV�DQG�

FXVWRPHU�OR\DOW\��%\�SOD\LQJ�VXFK�D�ODUJH�UROH�LQ�WKHVH�VDOHV�DQG�OR\DOW\�VFRUHV��WKH�

FXVWRPHU�DQG�WKH�VHUYLFH�WULDQJOH�DOVR�SOD\�D�ODUJHU�UROH�LQ�LQIOXHQFLQJ�ZKLFK�ZRUNHUV�

VXFFHHG�DQG�ZKLFK�ZRUNHUV�ODQJXLVK�LQ�WKH�RUJDQL]DWLRQ��$�FUXFLDO�TXHVWLRQ�DERXW�KRZ�
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LQVHFXULW\�DQG�FRPSHWLWLRQ�SDQ�RXW�LQ�ZRUNHU�PDQDJHU�FXVWRPHU�UHODWLRQVKLSV�ZLOO�EH�

DGGUHVVHG�ODWHU�LQ�&KDSWHU�����

�

͵Ǥ͵ǤʹǤʹ�	������������
�
:LWKLQ�D�SRVW�LQGXVWULDO�IUDPHZRUN��WKH�ZD\�WKDW�HPSOR\HHV�DUH�FRPSHQVDWHG�KDV�

FKDQJHG��5HLFK��������DUJXHV�WKDW�ZH�KDYH�HQWHred an age of “post�employment.”�)LUPV�

compete “furiously to attract and keep valuable performers—UHZDUGLQJ�WKHP�ZLWK�KLJK�

ZDJHV��VLJQLQJ�ERQXVHV��VWRFN�RSWLRQV��\HDU�HQG�ERQXVHV��PHPEHUVKLSV�WR�Kealth spas… 

while at the same time slashing the wages and benefits for routine workers” (Reich,�������

p. 101). Employees end up in competition with each other, competing for “soft money” 

WKDW�YDULHV�ZLWK�FRQWUDFWV�RU�VDOHV�IURP�RQH�SHULRG�WR�WKH�QH[W��5HLFK��������S�������:LWKLQ�

DQ�RUJDQL]DWLRQ�WKDW�KDV�IODWWHQHG�KLHUDUFKLHV�DQG�LQWURGXFHG�QXPHULFDO�IOH[LELOLW\��LW�LV�

SHUKDSV�XQVXUSULVLQJ�WKDW�7KH�%DQN�KDV�VKLIWHG�WR�PRUH�IOH[LEOH�IRUPV�RI�SD\��ZLWK�D�EDVH�

VDODU\�RQO\�PDNLQJ�XS�RQH�FRPSRQHQW�RI�DQ�LQGLYLGXDl’s overDOO�FRPSHQVDWLRQ��

In addition to a Bank worker’s base salary, s/he has the opportunity to contribute a 

FHUWDLQ�SHUFHQWDJH�RI�VDODU\�WR�D�FRPSDQ\�PDWFKLQJ�VWRFN�SURJUDP��WKH�SHUFHQWDJH�RI�

VDODU\�WKDW�HPSOR\HHV�FDQ�FRQWULEXWH�ULVHV�ZLWK�MRE�JUDGH�OHYHO���7KHUH�DUH�DOVR�RWKHU��

QRQ�PRQHWDU\�EHQHILWV�WKDW�7KH�%DQN�ZRUNHUV�HQMR\�VXFK�DV�KHDOWK�DQG�GHQWDO�FRYHUDJH�

DQG�OLIH�LQVXUDQFH����The largest variable in an individual’s compensation package, 

�������������������������������������������������
���+HDOWK�DQG�GHQWDO�EHQHILWV�FDQ�QR�ORQJHU�EH�WDNHQ�IRU�JUDQWHG�LQ�&DQDGLDQ�EDQNV��$V�
UHSRUWHG�WR�PH�E\�7KH�%DQN�SDUWLFLSDQWV�ZLWK�IULHQGV�ZRUNLQJ�IRU�6FRWLDEDQN�DQG�
FRQILUPHG�E\�LQIRUPDO�LQWHUYLHZ�ZLWK�WZR�6FRWLDEDQN�HPSOR\HHV��LQ������6FRWLDEDQN�FXW�
EDFN�EHQHILWV�IRU�ZRUNHUV��LQVWLJDWLQJ�DQ�LQWHUQDO�GHEDWH�DERXW�WKH�TXDOLW\�RI�EDQN�MREV�
DQG�LQIXULDWLQJ�PDQ\�ZRUNHUV��DV�HYLGHQFHG�WKURXJK�HPSOR\HH�IHHGEDFN�RQ�ZHEVLWHV�VXFK�
DV�UDWHP\HPSOR\HU�FD�–�VHH�KWWS���ZZZ�UDWHP\HPSOR\HU�FD�(PSOR\HUV�6&�6FRWLDEDQN���
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KRZHYHU��LV�WKH�SHUIRUPDQFH�EDVHG�SD\�FRPSRQHQW��6HQLRU�PDQDJHUV�LQGLFDWHG�WKDW�

URXJKO\����SHU�FHQW�RI�FRPPHUFLDO�DQG�EUDQFK�ZRUNHUV�UHFHLYH�D�\HDUO\�SHUIRUPDQFH�

EDVHG�SD\RXW��ZLWK�DPRXQWV�UDQJLQJ�IURP�OHVV�WKDQ����SHU�FHQW�WR�RYHU����SHU�FHQW�RI�WKH�

DQQXDO�VDODU\�RI�D�JLYHQ�&65��)6&��&62��RU�)60��$OWKRXJK�WKHUH�LV�VRPH�YDULDWLRQ�

EHWZHHQ�FRPPHUFLDO�DQG�SHUVRQDO�ZRUNHUV��WKH�JHQHUDO�FDOFXODWLRQ�RI�SHUIRUPDQFH�EDVHG�

pay is based on the following: the department’s customer loyalty score (measured 

through customer surveys); the division’s profits (based on personal or coPPHUFLDO�

divisions); and the individual’s performance assessment (largely based on sales numbers 

DQG�SHUVRQDO�FXVWRPHU�OR\DOW\�VFRUHV��EDVHG�RQ�7<&V����

6WDUWLQJ�EDVH�VDODULHV�IRU�&65V�DQG�&62V�DW�7KH�%DQN�DUH�IDLUO\�ORZ��DW�DURXQG�

��������DQG���������SHU�\HDU��UHVSHFWLYHO\��$FFRUGLQJ�WR�6WDWLVWLFV�&DQDGD��WKHVH�

QXPEHUV�ZRXOG�EH�VLJQLILFDQWO\�OHVV�WKDQ�WKH�DYHUDJH�\HDUO\�VDODU\�RI�DURXQG���������IRU�

FOHULFDO�RFFXSDWLRQV�LQ�EXVLQHVV�DQG�ILQDQFH�LQ�&DQDGD�LQ�������6WDWLVWLFV�&DQDGD��

����D�����$FFRUGLQJO\��PDQ\�LQGLYLGXDOV�KDYH�FRPH�WR�UHO\�RQ�SHUIRUPDQFH�SD\�DV�D�

QHFHVVDU\�VRXUFH�RI�LQFRPH�LQ�UHFHQW�\HDUV��:DONLQJ�DURXQG�WKH�FRPPHUFLDO�IORRU�DW�WKH�

PDLQ�EUDQFK�,�KHDUG�UXPEOLQJV�IURP�ZRUNHUV�WKDW�WKH�EDQN�ZDV�SHUKDSV�LQWURGXFLQJ�

KLJKHU�VDOHV�WDUJHWV�LQ�RUGHU�WR�SHUKDSV�MXVWLI\�FXWWLQJ�EDFN�RQ�ERQXV�SD\�RXWV��$V�0HJDQ��

D�&62��FRPSODLQHG��

,�PHDQ��IRU�PH�LQ�P\�SRVLWLRQ��WR�EH�H[SHFWHG�WR�EULQJ�LQ����������QHZ�GROODUV�

into this institution, it’s no wonder people are going, “Wow, are they trying to 

ILQG�ZD\V�WR�QRW�DOOow us to get our bonus at the end of the year?” That’s the first 

question that is going to come to the peoples’ minds. I find it audacious, that they 

�������������������������������������������������
���0RUH�JHQHUDOO\��WKH�DYHUDJH�\HDUO\�VDODU\�IRU�DQ�LQGLYLGXDO�ZRUNLQJ�LQ�ILQDQFH�DQG�
LQVXUDQFH�LQ�&DQDGD�ZDV�URXJKO\���������LQ�������6WDWLVWLFV�&DQDGD������E���
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would expect people… First it was the opportunities. Then it was the 

RSSRUWXQLWLHV�DQG�WKDQN�\RX�FDUGV��1Rw it’s the opportunities and thank you cards 

DQG����������QHZ�EXVLQHVV��/LNH��ZKHUH�GR�ZH�JR�RXW�DQG�JHW�QHZ�EXVLQHVV"��

� 7KH�LQWURGXFWLRQ�RI�IOH[LEOH��SHUIRUPDQFH�EDVHG�SD\�IXQFWLRQV�WR�LQWHQVLI\�

FRPSHWLWLRQ�EHWZHHQ�FR�workers and increase workers’ IHHOLQJV�RI�LQVHFXULW\��$V�3KLO��D�

FRPPHUFLDO�SDUWLFLSDQW�IODJJHG�DW�WKH�VWDUW�RI�WKH�FKDSWHU��KLJKOLJKWHG, “They’ve taken 

away our titles. We are all now just CSOs. And we all have the same grade.” Individuals 

KDYH�D�ODUJHU�JURXS�RI�FR�ZRUNHUV�WR�FRPSHWH�ZLWK��0RUHRYHU��WKLV�VHQVH�RI�FRPSHWLWLRQ�

is, again, predicated on workers’ abilities to engage “soft” skills, participate in emotional 

ODERXU��DQG�QHJRWLDWH�FRPSHWLQJ�IRUPV�RI�SRVW�EXUHDXFUDWLF�FRQWURO—DOO�ZLWKLQ�WKH�

WULDQJOH�RI�SRZHU�IUDPHZRUN��

�

ϯ͘ϯ͘ϯ��ŽĂĐŚŝŶŐ�ĂŶĚ�ƚĞĂŵǁŽƌŬ�
�
$ORQJVLGH�D�IODWWHQLQJ�RI�RUJDQL]DWLRQDO�KLHUDUFKLHV�DW�7KH�%DQN�KDV�EHHQ�WKH�

LPSOHPHQWDWLRQ�RI�QHZ�PDQDJHPHQW�SHUVSHFWLYHV�LQYROYLQJ�UHFRQVWUXFWLQJ�WKH�

UHODWLRQVKLSV�EHWZHHQ�PDQDJHUV�DQG�ZRUNHUV��DQG�EHWZHHQ�FR�ZRUNHUV��7KH�PRVW�

SUHGRPLQDQW�FKDQJH�KHUH�KDV�EHHQ�WKH�UH�constitution of managers as “coaches” and co�

workers as a “team”. The team represents a key feature of post�EXUHDXFUDWLF�RUJDQL]DWLRQV�

�VHH�%DUNHU���������,Q�PDQ\�ZD\V��FKDQJH�VWUDWHJLHV�LQLWLDWHG�LQ�WKH�RUJDQL]DWLRQ�DUH�DOVR�

FKDUDFWHULVWLF�RI�KLJK�SHUIRUPDQFH�ZRUNSODFHV��+3:V���ZKHUH�ZRUNHUV�DUH�PRUH�RIWHQ�

LQYROYHG�LQ�GHFLVLRQ�PDNLQJ��SHUIRUPDQFH�EDVHG�SD\�DQG�SURILW�VKDULQJ�DUH�LQWURGXFHG��

DQG��WHDP�RUJDQL]DWLRQ�LV�SULRULWL]HG��VHH�.DOOHEHUJ�HW�DO���������$SSHOEDXP�HW�DO��������

RQ�+3:V���)XUWKHU��DOWKRXJK�LQ�WKHRU\�+3:V�GR�QRW�JXDUDQWHH�HPSOR\PHQW�VHFXULW\��WKH�
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HPSKDVLV�RQ�ZRUNHU�SDUWLFLSDWLRQ�DQG�MRE�TXDOLW\�LV�QRQHWKHOHVV�DWWUDFWLYH�IRU�ZRUNHUV��

5HVHDUFK�VXJJHVWV��KRZHYHU��WKDW�+3:�DSSURDFKHV�KDYH�EHHQ�LPSOHPHQWHG�VXFFHVVIXOO\�

LQ�UHODWLYHO\�IHZ�RUJDQL]DWLRQV��2VWHUPDQ��������.RVNL�DQG�-DUYHQVLYX���������$V�

GLVFXVVHG�EHORZ��DW�7KH�%DQN�HOHPHQWV�RI�+3:V�DSSHDU�WR�KDYH�EHHQ�LQFRUSRUDWHG�LQWR�

FXVWRPHU�UHODWHG�FKDQJH�LQLWLDWLYHV��\HW��WKH\�GHPDQG�FULWLFDO�DVVHVVPHQW��

� 2QH�RI�WKH�FRPPHUFLDO�PDQDJHUV�OLQNHG�WKLV�VKLIW�LQ�PDQDJHPHQW�VWUDWHJ\�GLUHFWO\�

WR�WKH�FXVWRPHU��$LVKD�VDLG��

I mean, the bank’s biggest focus is connecting with the customer. And that has 

changed the whole complexity of how you manage people. You’ve goQH�IURP�D�

YHU\�VWUXFWXUHG�ZD\—Dnd in some ways it’s still very structured with the whole 

>SHUIRUPDQFH�HYDOXDWLRQ@�SURFHVV�DQG�HYHU\WKLQJ��+RZHYHU��WKH�SURFHVV�LV�PRUH�

RI�D�GLVFXVVLRQ�UDWKHU�WKDQ�IURP����\HDUV�DJR�ZKHUH�LW�ZRXOG�KDYH�EHHQ�YHU\�PXFK�

PH�WHOOLQJ�WKHP��5DWKHU�WKDQ�ZKDW�LW�LV�QRZ��ZKLFK�LV�PRUH�PHQWRULQJ�DQG�WU\LQJ�

WR�JHW�WKHP�WR�VHOI�GLVFRYHU��7KDW�KDV�FKDQJHG�D�ORW��0\�UROH�LV�PXFK�PRUH�KDYLQJ�

GLVFXVVLRQV�ZLWK�SHRSOH��UDWKHU�WKDQ�EHLQJ�VRPHERG\�ZKR�FRPHV�WR�\RX�DQG�VD\V��

“I want you to do this.” Versus, “This is what we need to do. What are your 

WKRXJKts on it? How do we get there?”�

The above manager’s emphasis on discussion��RYHU�WHOOLQJ�ZRUNHUV�ZKDW�WR�GR��ILWV�LQ�OLQH�

with Sewell’s (1998) position that team�EDVHG�ZRUN�SURFHVVHV�DW�OHDVW�FUHDWH�WKH�LOOXVLRQ�

RI�LQFUHDVHG�ZRUNHU�DXWRQRP\��2QH�RI�WKH�VHQLRU�PDQDJHUV�,�VSRNH�ZLWK�XVHG�D�OLWWOH�

PRUH�RI�WKH�MDUJRQ��

:KDW�,�HQMR\�WKH�PRVW�DERXW�P\�MRE�LV�WKH�ZKROH�FRDFKLQJ�SLHFH��DQG�DFWXDOO\�

VLWWLQJ�GRZQ�DQG�WDONLQJ�WR�P\�WHDP�PHPEHUV�DERXW�WKHLU�SHUIRUPDQFH��>)LQG�RXW@�
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how they’re doing, what they’re doing to drive performance. That’s really what I 

HQMR\�WKH�PRVW��$QG��\RX�NQRZ��WDONLQJ�DQG�OHDGLQJ�P\�ODUJHU�WHDP��*HWWLQJ�RXW�

WKHUH�WDONLQJ�WR�WKHP�DERXW�ZKHUH�ZH�ZDQW�WR�JR��ZKDW�ZH�ZDQW�WR�DFKLHYH��$QG�

VR�IRUWK���$LGHQ��

The process of “getting out there” and talking to the team, and trying to get workers to 

“self�discover” a solution is positioned by management as a way to encourage workers to 

EHFRPH�LQYHVWHG�LQ�WKHLU�GHSDUWPHQW�RU�GLYLVLRQ�DQG��WR�VRPH�H[WHQW��7KH�%DQN�DV�D�

whole. It should be noted that “self�discovery” in the context of branch or commercial 

EDQNLQJ�JHQHUDOO\�UHIHUV�WR�ZRUNHUV�FRPLQJ�DURXQG�WR�XQGHUVWDQG�D�SUREOHP�WKH�VDPH�

ZD\�DV�WKHLU�PDQDJHU�GRHV��:RUNHU�OR\DOW\�DQG�FRPPLWPHQW�ZLWKLQ�WHDPV�DOVR�IXQFWLRQV�

to increase workers’ participation in concertive control (Barker, 1993). �

� )URP�P\�WLPH�UHVHDUFKLQJ�7KH�%DQN�LQ������FRPSDUHG�WR�P\�WLPH�ZRUNLQJ�IRU�

WKH�RUJDQL]DWLRQ�HDUOLHU�LQ�WKH�FHQWXU\��LW�LV�FOHDU�WKDW�PDQDJHUV�KDYH�EHFRPH�PXFK�PRUH�

SUHVHnt “on the floor”. Senior managers revealed how they spend much more time than 

HYHU�YLVLWLQJ�EUDQFKHV�DQG�PHHWLQJ�ZLWK�HPSOR\HHV��&$0V�UHSRUWHG�WKDW�WKH\�RIWHQ�

DFFRPSDQ\�&50V�RQ�FXVWRPHU�FDOOV��DQG�PDQ\�EUDQFK�PDQDJHUV�DQG�FRPPHUFLDO�

PDQDJHUV�KDG�WDNHQ�XS�RSHQ�RIILFHV��WR�EH�FORVHU�WR�WKHLU�HPSOR\HHV��$W�WKH�EUDQFK�DQG�

FRPPHUFLDO�GHSDUWPHQWV�RI�WKH�PDLQ�RIILFH�PRVW�PDQDJHUV�WKDW�,�VSRNH�ZLWK�FRXOG�VHH�

PDQ\�RI�WKHLU�HPSOR\HHV�IURP�WKHLU�GHVNV�DQG�DFWLYHO\�OLVWHQ�LQ�RQ�WKHLU�FRQYHUVDWLRQV��

0DQ\�ZRUNHUV�VDZ�IUequent “check�ins” and “in�WKH�PRPHnt” coaching opportunities DV�

FRQWULEXWLQJ�WR�D�WUHQG�RI�PLFURPDQDJHPHQW��DQG�SRVVLEO\�GHFUHDVHG�ZRUNHU�LQYHVWPHQW�

LQ�RUJDQL]DWLRQDO�LQLWLDWLYHV��+HUH��+3:�OLNH�VWUDWHJLHV�PHDQW�WR�LPSURYH�ZRUNHU�

FRPPLWPHQW�DQG�HQFRXUDJH�ZRUNHU�DXWRQRP\�KDYH�EHHQ�LQYHUWHG�E\�LQWUXVLYH�PDQDJHUV���
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� ,Q�WHUPV�RI�WKH�SUDFWLFDO�SURJUDPV�LQ�SODFH�WR�VWUHQJWKHQ�WKH�WHDP�FRDFK�PHWDSKRU��

the “morning huddle” (or “daily huddle”) is 7KH�%DQN’s driving organizational initiative. 

%RWK�SHUVRQDO�DQG�FRPPHUFLDO�GHSDUWPHQWV�UXQ�D�PRUQLQJ�KXGGOH�HYHU\GD\��$�FRUSRUDWH�

GLYLVLRQ�RI�7KH�%DQN�VHQGV�RXW�D�GDLO\�KXGGOH�WHPSODWH�WR�DOO�WHDPV�HDFK�GD\�ZLWK�

important information, a recap of one of the bank’s core values and a line about asking 

FR�ZRUNHUV�IRU�D�FXVWRPHU�VWRU\��,�ZDV�WROG�WKDW��LQ�JHQHUDO��LQGLYLGXDOV�WDNH�WXUQV�UXQQLQJ�

WKLV�PRUQLQJ�PHHWLQJ—DQG�WKLV�ZDV�WKH�FDVH�ZKHQ�,�ZRUNHG�DW�7KH�%DQN��$OWKRXJK�WKH�

WHDP�EDVHG�DSSURDFK�WR�ZRUN�LV�VXSSRVHG�WR�HQFRXUDJH�ZRUNHU�SDUWLFLSDWLRQ�DQG�SHHU�

FRDFKLQJ��KHUH�ZH�VHH�KRZ�PDQDJHPHQW�KDV�SXW�LQ�SUDFWLFH�PHFKDQLVPV��VXFK�DV�WKH�

GDLO\�KXGGOH�WHPSODWH��WR�VWDQGDUGL]H�DQG�URXWLQL]H�PXFK�RI�WKLV�WHDPZRUN��2QH�)60�DW�

the main branch recapped a typical morning meeting: “We talk about customer stories. 

2QH�SHUVRQ�ZLOO�VKDUH�D�FXVWRPHU�VWRU\��$QG�WKHQ�DIWHU�WKDW�RXU�PDQDJHU�ZLOO�WDON�DERXW�

our agenda, or whatever we need to know that day” (Marilyn). This practice of sharing 

FXVWRPHU�VWRULHV�WKDW�0DULO\Q�GHVFULEHV�SURYHG�WR�EH�IDLUO\�FRPPRQ�LQ�P\�H[SHULHQFH�

VSHDNLQJ�ZLWK�ZRUNHUV�DQG�REVHUYLQJ�GDLO\�KXGGOHV���

0DQDJHUV�GR��KRZHYHU��KDYH�VRPH�GLVFUHWLRQ��DQG�GDLO\�KXGGOHV�FDQ�WDNH�D�YDULHW\�

RI�IRUPV��IURP�SOD\LQJ�D�GLIIHUHQW����PLQXWH�JDPH�HDFK�GD\�WR�UHFDSSLQJ�WKH�SUHYLRXV�

day’s sales numbers. For instance, Michaela, a branch worker, GLVFXVVHG�WKH�YDULHW\�RI�

KXGGOHV�WKH\�PLJKW�H[SHULHQFH��

Some of them it’s like, “Okay, we all need to dance into the room.” And it’s like, 

okay, I don’t know if I want to do that, but, I do think it should be designed to be 

PRUH�RI�DQ�XSOLIWLQJ�PHHWLQJ�WR�VWDUW�WKH�GD\�RQ�D�JRRG�IRRW��,I�\RX�VLW�WKHUH�DQG�
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\RX�\HOO�DW�\RXU�VWDII�IRU����PLQXWHV�DQG�WKHQ�VHQG�WKHP�RII�LQWR�WKH�WUHQFKHV�IRU�

WKH�GD\��WKLQN�RI�KRZ�VKLWW\�WKDW�GD\�LV�JRLQJ�WR�EH�IRU�HYHU\ERG\��

Michaela’s comments illustrate the central job of manaJHUV�WR�XVH�WKH�PRUQLQJ�KXGGOH�WR�

HQVXUH�WKDW�ZRUNHUV�DUH�UHDG\�DQG�HDJHU�WR�SHUIRUP�IRU�FXVWRPHUV�RQFH�WKH�GRRUV�RSHQ���

� 1HZ�PDQDJHPHQW�VWUDWHJLHV�LQYROYLQJ�PRUH�IUHTXHQW�ZRUNHU�FXVWRPHU�

LQWHUYHQWLRQV�KDYH�FUHDWHG�WKH�SRVVLELOLW\�IRU�QHZ�IRUPV�RI�WHDP�EDVHG�FRQWURO�WR�HPHUJH�

LQ�7KH�%DQN’s�ZRUNSODFH��3HHU�FRDFKLQJ�DQG�LQFUHDVHG�GHFLVLRQ�PDNLQJ�FDSDFLWLHV�IRU�

ZRUNHUV�DUH�WZR�GHYHORSPHQWV�WKDW�VXSSRUW�WHDP�EDVHG�FRQWURO��<HW��ZRUNHUV�DUH�RIWHQ�

DZDUH�RI�KRZ�PDQDJHPHQW�LV�XVLQJ�WKH�UKHWRULF�RI�FRDFKLQJ�DQG�WHDPZRUN�WR�

SXUSRVHIXOO\�VKDSH�WKHLU�EHKDYLRU��0RUH�RIWHQ�WKDQ�QRW��ZRUNHUV�XQGHUVWDQG�WKDW�

PDQDJHPHQW�KDV�LQVWLJDWHG�WKHVH�FKDQJHV�LQ�RUGHU�WR�DOWHU�WKHLU�DSSURDFK�WR�WKH�FXVWRPHU��

,Q�WKH�QH[W�FKDSWHUV��,�H[DPLQH�WKH�HIIHFWV�RI�WKHVH�PDQDJHPHQW�VWUDWHJLHV�RQ�FRQWUROOLQJ�

ZRUNHU�customer interactions and routinizing workers’ approaches to customers within 

WKH�FRQWH[W�RI�WKH�VHUYLFH�WULDQJOH��)RU�ZKLOH�PDQDJHPHQW�KDV�GLVSOD\HG�LWV�SRZHU�E\�

LQWURGXFLQJ�WKHVH�FXVWRPHU�UHODWHG�FKDQJHV��LW�KDV�DOVR�RSHQHG�XS�QHZ�RSSRUWXQLWLHV�IRU�

FXVWRPHUV�WR�H[HUW�SRZHU�RYHU�ZRUNHUV�LQ�VHUYLFH�HQFRXQWHUV��

�

ϯ͘ϰ��ŽŶĐůƵƐŝŽŶ�
�
7KH�UROH�RI�FXVWRPHUV�LQ�VHUYLFH�ZRUN�LV�FKDQJLQJ��7KLV�FKDSWHU�GHWDLOV�VRPH�RI�WKH�

VLJQLILFDQW�FXVWRPHU�UHODWHG�FKDQJH�LQLWLDWLYHV�WKDW�KDYH�EHHQ�LPSOHPHQWHG�DW�7KH�%DQN�

since a new “customer�focused” CEO took control of the organization in the mid�����V��

$�ODUJH�VFDOH�RUJDQL]DWLRQDO�FKDQJH�SURMHFW�KDG�WKH�JRDO�RI�WUDQVIRUPLQJ�DOO�EUDQFK�DQG�

FRPPHUFLDO�EDQNLQJ�UROHV�LQWR�VDOHV�RULHQWHG�RFFXSDWLRQV��0RUH�WKDQ�VLPSO\�VDOHV��
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KRZHYHU��D�V\VWHPDWLF�HPSKDVLV�RQ�WKH�FXVWRPHU—DV�DQ�LQGHSHQGHQW�SDUWQHU�WKDW�

GHPDQGV�LQFUHDVHG�DWWHQWLRQ—GHYHORSHG��7KURXJK�H[DPLQLQJ�WKH�WUDQVIRUPDWLRQ�RI�

EDQNLQJ�UROHV��DV�ZHOO�DV�RUJDQL]DWLRQDO�UHVWUXFWXULQJ�LQYROYLQJ�WKH�IODWWHQLQJ�RI�

EXUHDXFUDWLF�KLHUDUFKLHV��WKH�LQWURGXFWLRQ�RI�IOH[LELOLW\�ZLWK�UHVSHFW�WR�QXPEHU�RI�

HPSOR\HHV�DQG�HPSOR\HH�SD\��DQG�D�PRYHPHQW�WRZDUGV�WHDPZRUN�DQG�FRDFKLQJ��ZH�

EHJLQ�WR�VHH�WKH�ZD\V�WKDW�WKH�FXVWRPHU�DQG�WKH�VHUYLFH�WULDQJOH�KDYH�JDLQHG�SURPLQHQFH�

LQ�WKH�RUJDQL]DWLRQ��:H�DOVR�EHJLQ�VHH�KRZ�UHWDLO�IRUPV�RI�ZRUN��DQG�UHWDLO�GLPHQVLRQV�RI�

ZRUN��DUH�UHVKDSLQJ�EDQNLQJ�ZRUN��

7KURXJKRXW�WKLV�FKDSWHU�,�KDYH�KLJKOLJKWHG�D�QXPEHU�RI�NH\�TXHVWLRQV�SHUWDLQLQJ�

WR�WKH�ULVH�RI�WKH�WULDQJOH�RI�SRZHU�LQ�WKLV�XSSHU�WLHU�VHUYLFH�RUJDQL]DWLRQ��)LUVW��KRZ�GRHV�

WKH�HPHUJHQFH�RI�WKHVH�WULDQJXODU�UHODWLRQVKLSV�DIIHFW�WKH�ZD\�FRQWURO�PHFKDQLVPV�DUH�

LPSOHPHQWHG�LQ�WKH�RUJDQL]DWLRQ"�+DYH�WKH�UROHV�RI�PDQDJHUV��FXVWRPHUV��DQG�ZRUNHUV�

FKDQJHG�LQ�UHODWLRQ�WR�SURGXFLQJ��RU�UHSURGXFLQJ��SURFHVVHV�RI�FRQWURO"�6HFRQG��KRZ�GRHV�

participating in a service triangle framework impact workers’ sense of autonomy relative 

WR�KRZ�WKH\�DSSURDFK�DQG�LQWHUDFW�ZLWK�FXVWRPHUV"�7R�ZKDW�H[WHQW�DUH�WKH\�FRPSHOOHG�WR�

HQJDJH�LQ�HPRWLRQDO�ODERXU�LQ�QHZ�ZD\V"�,V�WKHLU�FDSDFLW\�WR�GHYHORS�UHODWLRQVKLSV�EDVHG�

on “authentic”, or genuine, encounters challenged? Finally, through observing the rise of 

FXVWRPHU�SRZHU�LQ�WKH�RUJDQL]DWLRQ��ZH�VHH�WKH�SRWHQWLDO�IRU�QHZ�VRXUFHV�IRU�ZRUNHU�

LQVHFXULW\��7KH�TXHVWLRQ�HPHUJHV��WKHUHIRUH��DV�WR�ZKHWKHU�WKH�VHUYLFH�WULDQJOH�UHJLPH�

LQFUHDVHV�ZRUNHU�LQVHFXULW\�DQG�ULVN��RU�QRW��

7KH�VXEVHTXHQW�FKDSWHUV�RI�WKLV�GLVVHUWDWLRQ�GUDZ�RQ�HPSLULFDO�GDWD�WR�DGGUHVV�

WKHVH�TXHVWLRQV��&KDSWHUV���DQG���ZLOO�H[DPLQH�FRQWURO�DQG�HPRWLRQDO�ODERXU�LQ�WKH�

VHUYLFH�WULDQJOH��ZLWK�VSHFLDO�DWWHQWLRQ�JLYHQ�WR�WKH�ZD\�ZRUNHUV�ZKR�H[SHULHQFH�FRQWURO�
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DQG�SDUWLFLSDWH�LQ�HPRWLRQDO�ODERXU�IRUP�DOWHUQDWH�DOOLDQFHV�ZLWK�PDQDJHUV�DQG�RU�

FXVWRPHUV��&KDSWHU���ZLOO�H[SORUH�WKH�UHODWLRQVKLS�EHWZHHQ�WKH�VHUYLFH�WULDQJOH�DQG�WKH�

QDWXUH�RI�ZRUNHU�LQVHFXULW\�DQG�LQHTXDOLW\��

�
�
�
�
�
�
�
�
�
�
�
�
�
�
�
�
�
�
�
�
�
�
�
�
�
�
�
�
�
�
�



�
���

Chapteƌ ϰ: CoŶtƌol aŶd the tƌiaŶgle: BuildiŶg a fleǆiďle ŵodel of 
ĐoŶtƌol�
�

“The thank you cards, I look at them and I’ll hand them over WR�KLP�>KHU�
PDQDJHU@�PD\EH�RQFH�D�PRQWK��and he’ll flip through and givH�DQ\�FRPPHQWV�
EDFN��:H�GR�VLGH�E\�VLGHV�RQ�WKH�3&,V�>SHUIRUPDQFH�UHYLHZV@. So he’ll observe 
ERWK�WKH�LQWHUDFWLRQ�EHWZHHQ�P\VHOI�DQG�WKH�&62��DQG�JLYH�PH�IHHGEDFN�ERWK�RQ�
P\�VW\OH�DQG�WKH�&62V’ [style]�DQG�KRZ�ZH�LQWHUDFWHG�DQG��\RX�NQRZ��ZKDW�ZDV�
positive and what wasn’t. He’s very good at that. So there’s a lot of feedback. He 
GRHV�D�ORW�RI�ZDON�arounds too. And he’ll observe�a lot of things, and he’ll give me 
feedback of what’s good and bad there. [laughs].” ($LVKD��FRPPHUFLDO�VHUYLFHV�
PDQDJHU��

�
�

“And I did not feel properly backed up. Yeah. I mean, I would get undermined. 
And I had a client say to my manager, ‘Well, if you hired competent employees.’ 
And I was like, ‘oh god!’ I was like, ‘I’m going to quit on the spot!’ Because, how 
dare you let somebody say that.” (1LQD��ILQDQFLDO�VHUYLFHV�FRRUGLQDWRU��
�

ϰ͘ϭ�/ŶƚƌŽĚƵĐƚŝŽŶ�
�
$V�QRWHG�LQ�&KDSWHU����WKH�DFDGHPLF�VWXG\�RI�WKH�ZRUNHU�PDQDJHU�FXVWRPHU�VHUYLFH�

WULDQJOH�FDQ�EH—SHUKDSV�RYHU�VLPSOLVWLFDOO\—GLYLGHG�LQWR�WZR�FDPSV��2Q�RQH�KDQG��

VFKRODUV�DUJXH�WKDW�WKH�ZRUNHU�PDQDJHU�HPSOR\PHQW�UHODWLRQVKLS�UHPDLQV�FORVHG��ZLWK�

PDQDJHUV—QRW�FXVWRPHUV—KDYLQJ�XOWLPDWH�SRZHU�DQG�FRQWURO�RYHU�ZRUNHUV��VHH�

%HODQJHU�DQG�(GZDUGV��������7D\ORU�DQG�%DLQ��������%URRN���������$OWHUQDWLYHO\��RWKHUV�

DUJXH�WKDW�ULVLQJ�FXVWRPHU�LQIOXHQFH�LQ�VHUYLFH�RULHQWHG�HFRQRPLHV�KDV�IUDFWXUHG�WKH�

ZRUNHU�PDQDJHU�UHODWLRQVKLS�DQG�FUHDWHG�VSDFH�IRU�FXVWRPHUV�WR�H[KLELW�SRZHU�RYHU�

individuals’ day�WR�GD\�ZRUN�DFWLYLWLHV��VHH�*DPEOH��������.RUF]\QVNL��������������

.RUF]\QVNL�HW�DO���������/RSH]��������0F&DPPRQ�DQG�*ULIILQ���������7KLV�SHUVSHFWLYH�LV�

well reflected in the notion of “customer�oriented bureaucracy” (Frenkel et aO���������
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.RUF]\QVNL���������������ZKLFK�DUJXHV�LQ�IDYRXU�RI�D�IXQGDPHQWDO�VKLIW�LQ�WKH�

RUJDQL]DWLRQ�RI�VHUYLFH�ZRUN�PDUNHG�E\�WKH�SUHVHQFH�RI�D�VRYHUHLJQ�FXVWRPHU����)URP�P\�

WLPH�VSHQW�LQ�WKH�ILHOG�DW�7KH�%DQN��LW�LV�FOHDU�WKDW��DW�WKH�YHU\�OHDVW��WKH�FXVWRPHU�KDV�EHHQ�

LQFRUSRUDWHG�E\�PDQDJHPHQW�LQWR�VHYHUDO�VLJQLILFDQW�FRQWURO�PHFKDQLVPV��)RU�H[DPSOH��

LQ�DGGLWLRQ�WR�PRUH�FRPPRQ�SUDFWLFHV�VXFK�DV�FXVWRPHU�VXUYH\V�DQG�IHHGEDFN��VHH�)XOOHU�

DQG�6PLWK��������+HNPDQ�HW�DO����������D�SUROLIHUDWLRQ�RI�FXVWRPHU�RULHQWHG�WDUJHWV�

related to both sales numbers and “customer loyalty” have penetrated front�OLQH�DQG�EDFN�

RIILFH�RFFXSDWLRQV�LQ�WKH�RUJDQL]DWLRQ��$V�GHVFULEHG�E\�$LVKD�DERYH��HYHQ�WKH�

SHUVRQDOL]HG�WKDQN�\RX�FDUGV��7<&V��WKDW�ZRUNHUV�DUH�UHTXLUHG�WR�VHQG�WR�FXVWRPHUV�DUH�

VXEMHFW�WR�D�VLJQLILFDQW�DPRXQW�RI�PDQDJHULDO�VFUXWLQ\�DQG�VXUYHLOODQFH����

� &KDSWHU���SURYLGHG�WKH�FRQWH[W�IRU�FRQVLGHULQJ�KRZ�PDMRU�RUJDQL]DWLRQDO�FKDQJH�

DW�7KH�%DQN�LQYROYLQJ�WKH�FXVWRPHU�KDV�DOWHUHG�WKH�ZD\�LQGLYLGXDOV�DSSURDFK�DQG�

H[SHULHQFH�WKHLU�ZRUN�RQ�D�GD\�WR�GD\�EDVLV��:LWK�WKLV�FKDSWHU�,�DSSO\�WKH�WULDQJOH�RI�

SRZHU�SHUVSHFWLYH�WR�EHJLQ�WR�EXLOG�DQ�HPSLULFDO��DQG�WKHRUHWLFDO��VHQVH�RI�WKH�UHODWLRQV�

EHWZHHQ�ZRUNHUV��PDQDJHUV��DQG�FXVWRPHUV�LQ�WKH�RUJDQL]DWLRQ��:KHUH�&KDSWHU���IRFXVHV�

RQ�FRQWURO��&KDSWHU���H[DPLQHV�WKH�VXEMHFWLYH�H[SHULHQFH�RI�VHUYLFH�WULDQJOH�ZRUN��DV�D�

VHFRQG�WRSLF�UHODWHG�WR�FRQWURO�����My goal is to analyze the nature of workers’ 

UHODWLRQVKLSV�ZLWK�PDQDJHUV�DQG�FXVWRPHUV��:KHUH�GRHV�SRZHU�UHVLGH�LQ�WKHVH�

UHODWLRQVKLSV"�+RZ�GR�PDQDJHUV�DQG�FXVWRPHUV�H[HUW�FRQWURO�RYHU�ZRUNHUV"�0RUHRYHU��LI�

ZH�FRQFHLYH�RI�PDQDJHUV��ZRUNHUV��DQG�FXVWRPHUV�DV�RFFXS\LQJ�WKUHH�GLVWLQFW�SRVLWLRQV�

ZLWKLQ�D�VHUYLFH�WULDQJOH��DUH�WKHUH�VLWXDWLRQV�ZKHUH�ZRUNHUV�DUH�PRUH�OLNHO\�WR�EH�DOLJQHG�

�������������������������������������������������
���+HUH�GLVFXVVLRQV�DERXW�FXVWRPHU�RULHQWHG�EXUHDXFUDF\�KDYH�EHHQ�KHDYLO\�LQIOXHQFHG�E\�
Du Gay and Salaman’s (1992) pioneering theoretical examination of the customer.�
���,Q�SDUWLFXODU��,�IRFXV�RQ�WKH�SHUIRUPDQFH�RI�HPRWLRQDO�ODERXU�LQ�ZRUNHU�FXVWRPHU�
UHODWLRQVKLSV��
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ZLWK�HLWKHU�PDQDJHUV�RU�FXVWRPHUV�ZLWKLQ�WKLV�WULDQJOH"���3UHYLRXV�HPSLULFDO�UHVHDUFK�

from Gamble (2007) has found that while “shifting allegiances… in the customer�VDOHV�

VWDII�management triangle” are possible, customer control “paled in comparison with 

more ‘traditional’ methods of control” (p. 19������

� 7KHUH�DUH�D�QXPEHU�RI�VSHFLILF�TXHVWLRQV�WKDW�JXLGH�WKH�DQDO\VLV�LQ�WKLV�FKDSWHU��

)LUVW��ZKDW�DUH�WKH�IRUPV�RI�FRQWURO�SUHVHQW�DW�7KH�%DQN"�6HFRQG��KRZ�GR�PDQDJHUV�DQG�

FXVWRPHUV�SDUWLFLSDWH�LQ�WKHVH�IRUPV�RI�FRQWURO"�7KLUG��WR�ZKDW�H[WHQW�GR�ZRUNHUV�

SDUWLFLSDWH�LQ�FRQWURO�PHFKDQLVPV"�7KURXJK�DGGUHVVLQJ�WKHVH�TXHVWLRQV�,�GHYHORS�D�

WULDQJXODU�PRGHO�RI�FRQWURO�IRU�XSSHU�WLHU�VHUYLFH�ZRUN�DQG�DGYDQFH�P\�RZQ�FRQFHSW�RI�

WKH�IOH[LEOH�WULDQJOH�RI�SRZHU��RU�IOH[LEOH�VHUYLFH�WULDQJOH����

,�RXWOLQH�WKUHH�W\SHV�RI�FRQWURO�LQ�WKH�IOH[LEOH�VHUYLFH�WULDQJOH��PDQDJHU�GRPLQDQW��

FXVWRPHU�GRPLQDQW��DQG�PDQDJHU�FXVWRPHU�FRQWURO��:KLOH�WKH�ILUVW�W\SH��PDQDJHU�

GRPLQDQW�FRQWURO��GHVFULEHV�ZKHUH�ZRUNHUV�DUH�LQIOXHQFHG�PRUH�E\�PDQDJHUV�WKDQ�

FXVWRPHUV�LQ�VHUYLFH�WULDQJOH�HQFRXQWHUV��FXVWRPHU�GRPLQDQW�FRQWURO�RFFXUV�ZKHQ�

FXVWRPHUV�H[KLELW�FRQWURO�RYHU�ZRUNHUV��ZLWK�PDQDJHULDO�FRQWURO�VHFRQGDU\���7KH�WKLUG�

ZD\�FRQWURO�RSHUDWHV�LQ�WKH�VHUYLFH�WULDQJOH—PDQDJHU�FXVWRPHU�FRQWURO—LQYROYHV�

PDQDJHUV�DQG�FXVWRPHUV�H[HUWLQJ�HTXDO�SRZHU�DQG�FRQWURO�RYHU�ZRUNHUV��,Q�DQDO\]LQJ�

WKHVH�SURFHVVHV�RI�FRQWURO�FKDUDFWHULVWLF�RI�D�IOH[LEOH�VHUYLFH�WULDQJOH��,�KLJKOLJKW�KRZ�

ZRUNHUV�DUH�LQFUHDVLQJO\�DW�WKH�FHQWUH�RI�FRQWURO�PHFKDQLVPV��ZLWK�PDQDJHUV�DQG�

FXVWRPHUV�SDUWLFLSDWLQJ�WR�YDULRXV�GHJUHHV�GHSHQGLQJ�RQ�WKH�RUJDQL]DWLRQDO�FRQWH[W��,Q�

VXJJHVWLQJ�D�PXOWL�GLPHQVLRQDO�WULDQJXODU�PRGHO�RI�FRQWURO��,�DOVR�FRQVLGHU�KRZ�ZRUNHUV�

H[KLELW�DJHQF\�DQG��DW�WLPHV��GHPRQVWUDWH�WKH�SRWHQWLDO�WR�UHVLVW�FRQWURO�PHFKDQLVPV��

�������������������������������������������������
���$UH�WKH�SRVLWLRQV�RI�ZRUNHUV�UHODWLYH�WR�PDQDJHUV�DQG�FXVWRPHUV�LQ�WKH�WULDQJOH�RI�
SRZHU�IL[HG�RU�IOXLG"�
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� 7KLV�FKDSWHU�EHJLQV�ZLWK�D�GLVFXVVLRQ�RI�WKH�PXOWL�IDFHWHG�QDWXUH�RI�FRQWURO�LQ���VW�

FHQWXU\�VHUYLFH�RUJDQL]DWLRQV��+HUH��,�XVH�WKH�OLWHUDWXUH�WR�RXWOLQH�LPSRUWDQW�PHWKRGV�RI�

FRQWURO��H�J���VLPSOH��WHFKQLFDO��EXUHDXFUDWLF��SRVW�EXUHDXFUDWLF���ZKLOH�DOVR�GHVFULELQJ�

KRZ�PXOWLSOH�IRUPV�RI�FRQWURO�RYHUODS�LQ�ERWK�WKH�EUDQFK�DQG�FRPPHUFLDO�DUHDV�RI�7KH�

%DQN��1H[W��,�DGYDQFH�P\�DQDO\VLV�RI�WKH�WULDQJXODU�PRGHO�RI�FRQWURO��H[DPLQLQJ�KRZ�WKH�

SDUWLFLSDWLRQ�RI�ZRUNHUV��PDQDJHUV��DQG�FXVWRPHUV�LPSDFWV�WKH�QDWXUH�RI�WKH�VHUYLFH�

WULDQJOH��Finally, I consider workers’ capacity to resist service triangle control, before 

RIIHULQJ�VRPH�FRQFOXVLRQV��

�

ϰ͘Ϯ��ŽŶƚƌŽů�ĂŶĚ�ĐŽŶƐĞŶƚ�ŝŶ�ĂŶ�ƵƉƉĞƌͲƚŝĞƌ�ƐĞƌǀŝĐĞ�ŽƌŐĂŶŝǌĂƚŝŽŶ�
�
(PSOR\LQJ�D�VHUYLFH�WULDQJOH�IUDPHZRUN�WR�DQDO\]H�KRZ�FRQWURO�RSHUDWHV�LQ�D�FXVWRPHU�

RULHQWHG�VHUYLFH�HFRQRP\�GHPDQGV�D�UHFRQVLGHUDWLRQ�RI�KRZ�FRQWURO�LV�QHJRWLDWHG�

EHWZHHQ�ZRUNHUV��PDQDJHUV��DQG�FXVWRPHUV��0RUH�VSHFLILFDOO\��LW�UHTXLUHV�DQ�H[DPLQDWLRQ�

RI�WKH�UROH�WKDW�FXVWRPHUV�SOD\�LQ�GHWHUPLQLQJ�KRZ�FRQWURO�RSHUDWHV��/RSH]��������

Leidner, 1999). As Leidner argues, [in a service work setting] “the power dynamic of the 

ZRUNSODFH�VKLIWV�IURP�D�WXJ�RI�ZDU�EHWZHHQ�ZRUNHUV�DQG�PDQDJHPHQW�WR�D�WKUHH�ZD\�

contest for control between workers, management, and service recipients” (1999, p. 91). �

� 1RWHG�in Chapter 1, in Edwards’ (1979) classic account of control at work, the 

DXWKRU�HPSKDVL]HV�WKH�UROH�RI�PDQDJHUV��+H�GHILQHV�FRQWUol as “the ability of… managers 

to obtain desired work behaviour from workers” (Edwards, 1979, p. 17). Yet, as 

PDQDJHPHQW�WHFKQLTXHV�DQG�WKH�VWUXFWXUHV�RI�RUJDQL]DWLRQV�KDYH�FKDQJHG�RYHU�WKH�SDVW�

QXPEHU�RI�GHFDGHV��QHZ�PHWKRGV�RI�FRQWURO�KDYH�DOVR�HPHUJHG��:KHUH�(GZDUGV�

LGHQWLILHG�VLPSOH��WHFKQLFDO��DQG�EXUHDXFUDWLF�FRQWURO�DV�W\SLFDOO\�IRXQG�LQ�VSHFLILF�



�
���

RFFXSDWLRQV�RU�RUJDQL]DWLRQDO�FRQWH[WV��PRUH�UHFHQWO\�VFKRODUV�KDYH�REVHUYHG�WKH�

LQFUHDVLQJO\�FRPSOH[�PDQLIHVWDWLRQV�RI�ZRUNSODFH�FRQWURO��)RU�LQVWDQFH��LQVSLUHG�E\�WKH�

ZRUN�RI�)RXFDXOW���������%DUNHU�DQG�6HZHOO�DQDO\]H�KRZ�SRVW�EXUHDXFUDWLF�IRUPV�RI�

FRQWURO��VXFK�DV�FRQFHUWLYH�FRQWURO�YLD�SHHU�VXUYHLOODQFH��DUH�SDUWLFXODUO\�SUREOHPDWLF�IRU�

ZRUNHUV��VHH�%DUNHU��������6HZHOO��������6HZHOO�DQG�%DUNHU���������)RU�%DUNHU���������

the growth of “team�based” management approaches is also emblematic of post�

EXUHDXFUDWLF�VKLIWV�LQ�RUJDQL]DWLRQDO�VWUXFWXUH��DQG�OHDGV�ZRUNHUV�WR�SDUWLFLSDWH�DFWLYHO\�LQ�

FRQWURO�PHFKDQLVPV��$V�RQH�RI�KLV�SDUWLFLSDQWV��5RQDOG��D�ZRUNHU�LQ�D�PDQXIDFWXULQJ�

ILUP���QRWHV���

I don’t have to sit there and look for the boss to be around; and if the boss is not 

DURXQG��,�FDQ�VLW�WKHUH�DQG�WDON�WR�P\�QHLJKERXU�RU�GR�ZKDW�,�ZDQW��1RZ�WKH�ZKROH�

WHDP�LV�DURXQG�PH�DQG�WKH�ZKROH�WHDP�is observing what I’m�GRLQJ���%DUNHU��

������S�������

,Q�WKLV�FRQWH[W�ZRUNHUV�WDNH�RQ�WKH�UROH�DQG�UHVSRQVLELOLWLHV�RI�PDQDJHPHQW��DQG�EHJLQ�WR�

VHOI�UHJXODWH—HOLPLQDWLQJ�WKH�QHHG�IRU�KLJKO\�YLVLEOH��DXWKRULWDWLYH�VXSHUYLVRUV��

6LPLODUO\��6PLWK��������������KLJKOLJKWV�KRZ�WKH�LQFRUSRUDWLRQ�RI�ZRUNHUV�LQWR�

PDQDJHPHQW�GHFLVLRQV�IXQFWLRQV�WR�FRQWURO�ODERXU�DQG�LQFUHDVH�SURGXFWLYLW\��:ULWLQJ�

DERXW�SDUWLFLSDWLYH�ZRUN�DUUDQJHPHQWV�LQ�WKH�LQGXVWULDO�VHFWRU��6PLWK�VXPPDUL]HV�WKH�

cynical perspective on worker participation: “Management�LQLWLDWHG��FROODERUDWLYH�EDVHG�

ZRUNHU�SDUWLFLSDWLRQ�SURJUDPV�DUH�EHOLHYHG�WR�XQGHUPLQH�WKDW�SRZHU�>ZRUNHU�SRZHU@�E\�

GRLQJ�DZD\�ZLWK�WKH�QHHG�IRU�VKRS�IORRU�VWHZDUGV�HPEHGGHG�LQ�KLHUDUFKLFDO�DSSURDFKHV�WR�

ZRUN��E\�FKDOOHQJLQJ�WKH�DXWKRULW\�RI�XQLRQV��DQG�E\�DOLgning workers’ interests more 

with management’s” (2001, p. 57). Without affording special attention to the role of the 
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FXVWRPHU��WKHVH�VWXGLHV�IURP�WKH�WXUQ�RI�WKH���VW�FHQWXU\�GR�ZHOO�LQ�DQWLFLSDWLQJ�WKH�

JURZLQJ�FRPSOH[LW\�RI�FRQWURO�LQ�SRVW�EXUHDXFUDWLF�RUJDQL]DWLRQV��

� 1RQHWKHOHVV��WKH�QRWLRQ�RI�FXVWRPHUV�KDYLQJ�FRQWURO�RYHU�WKH�ODERXU�SURFHVV�LV�QRW�

QHZ��%HJLQQLQJ�LQ�WKH�ODWH���WK�FHQWXU\��UHVHDUFKHUV�VWDUWHG�WR�IRFXV�H[SOLFLWO\�RQ�WKH�

FXVWRPHU�DV�D�FRQWUROOLQJ�DJHQW�LQ�WKH�ODERXU�SURFHVV��LQLWLDWHG�E\�IRXQGDWLRQDO�UHVHDUFK�

E\�)XOOHU�DQG�6PLWK���������6FKRODUV�KDYH�QRWHG��IRU�LQVWDQFH��KRZ�WKH�VROLFLWDWLRQ�RI�

FXVWRPHU�IHHGEDFN�KDV�EHFRPH�DQ�LQFUHDVLQJO\�FRPPRQ�SUDFWLFH��+HUH��)XOOHU�DQG�6PLWK�

�������GLIIHUHQWLDWH�EHWZHHQ�WKUHH�W\SHV�RI�FXVWRPHU�IHHGEDFN��FRPSDQ\�LQVWLJDWHG��

FRPSDQ\�HQFRXUDJHG��DQG�FXVWRPHU�LQVWLJDWHG���)HHGEDFN�LQFOXGHV�SULQW�DQG�WHOHSKRQH�

VXUYH\V��IDFH�WR�IDFH�PHHWLQJV�DQG�D�variety of “mystery shoppers” (Fuller and Smith, 

��������

7KLV�HDUO\�ZRUN�RQ�WKH�SDUWLFLSDWLRQ�RI�FXVWRPHUV�LQ�FRQWURO�PHWKRGV�KDV�EHHQ�

H[WHQGHG�E\�D�QXPEHU�RI�LPSRUWDQW�UHFHQW�VWXGLHV��VHH�.RUF]\VQNL��������������������

.RUF]\QVNL�HW�DO���������.RUF]\QVNL�DQG�(YDQV��������+HNPDQ�HW�DO���������'RHOOJDVW��

�������6WXG\LQJ�D�PRUH�RYHUW��WURXEOLQJ��WUHQG�ZLWK�UHVSHFW�WR�FXVWRPHU�SRZHU��

.RUF]\QVNL�DQG�(YDQV��������QRWH�WKH�KLJK�OHYHOV�RI�FXVWRPHU�DEXVH�WKDW�VHUYLFH�ZRUNHUV�

H[SHULHQFH��5HYLHZLQJ����VHUYLFH�ZRUN�HWKQRJUDSKLHV�IURP�D�ZLGH�UDQJH�RI�RFFXSDWLRQDO�

VHWWLQJV�WKH�DXWKRUV�VXJJHVW�WKDW�FXVWRPHU�DEXVH�LQ�VHUYLFH�ZRUN�LV�OLQNHG�WR�D�QXPEHU�RI�

factors, including “the promotion of customer sovereignty at the organizational level” 

�.RUF]\QVNL�DQG�(YDQV��������S��������

$GGLWLRQDOO\��+ekman et al.’s (2010) research�KLJKOLJKWV�WKH�SHUYDVLYHQHVV�RI�

PDQDJHPHQW�LQFRUSRUDWLQJ�FXVWRPHU�IHHGEDFN�LQWR�ZRUNHU�SHUIRUPDQFH�UHYLHZV��ZKLOH�

DOVR�QRWLQJ�WKH�UDFLDO�DQG�JHQGHU�ELDVHV�WKDW�LQIOXHQFH�FXVWRPHU�IHHGEDFN�EXW�JR�ODUJHO\�
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XQaccounted for by management. They write, “If managers are serious about the fair 

WUHDWPHQW�RI�WKHLU�HPSOR\HHV�DQG�WKH�SURPRWLRQ�RI�GLYHUVLW\��WKH\�QHHG�WR�WUHDW�FXVWRPHU�

UDWLQJV�GLIIHUHQWO\��0RUH�VSHFLILFDOO\��WKH�UDWLQJ�SURFHVV�FDQ�EH�FKDQJHG�E\�LQFUHDVLQJ�

LQIRUPDWLRQ��UHVSRQVLELOLW\��RU�WUDLQLQJ�IRU�UDWHUV�>FXVWRPHUV@�DQG�E\�FKDQJLQJ�KRZ�

customer ratings are used” (Hekman et al., 2010, p. 259). +HUH�ZH�VHH�WKH�UDLVHG�SRVLWLRQ�

RI�WKH�FXVWRPHU�LQ�LQIOXHQFLQJ�SHUIRUPDQFH�UHYLHZV�ZKLOH��DW�WKH�VDPH�WLPH��SOD\LQJ�D�

UROH�LQ�WKH�UHSURGXFWLRQ�RI�VRFLDO�LQHTXDOLWLHV�LQ�WKH�ZRUNSODFH��VHH�&KDSWHU����VHFWLRQ������

IRU�D�GLVFXVVLRQ�RI�WKH�UROH�RI�WKH�FXVWRPHU��DQG�WKH�VHUYLFH�WULDQJOH��LQ�UHSURGXFLQJ�

LQHTXDOLWLHV�DW�7KH�%DQN���

1HYHUWKHOHVV��WKH�TXHVWLRQ�DERXW�WKH�H[WHQW�WR�ZKLFK�WKH�FXVWRPHU�LV�VLPSO\�EHLQJ�

XVHG�E\�PDQDJHPHQW�DV�D�FRQWURO�PHFKDQLVP��RU�ZKHWKHU�WKH�FXVWRPHU�H[HUWV�

LQGHSHQGHQW�FRQWURO�RYHU�ZRUNHUV��DQG�WKH�ODERXU�SURFHVV��UHTXLUHV�IXUWKHU�DFDGHPLF�

HQTXLU\��)RU�ZKLOH�WKH�HOHYDWHG�UROH�RI�WKH�FXVWRPHU�LV�JDUQHULQJ�DWWHQWLRQ�IURP�WKH�

DFDGHPLF�FRPPXQLW\��D�JUHDW�GHDO�PRUH�HPSLULFDO�UHVHDUFK�DFURVV�D�YDULHW\�RI�LQGXVWULDO�

DQG�RFFXSDWLRQDO�FRQWH[WV�LV�QHHGHG��/RSH]��������.RUF]\QVNL���������$V�.RUF]\QVNL�

�������QRWHV��WKH�UHODWLRQVKLS�EHWZHHQ�ZRUNHU�DQG�FXVWRPHU�LV�VWLOO�QRW�ZHOO�XQGHUVWRRG��

DQG�WKHRU\�RQ�WKLV�UHODWLRQVKLS�UHPDLQV�XQGHUGHYHORSHG��+H�ZULWHV��IRU�H[DPSOH��WKHUH�LV�

“no systematic consideration of the important effects this relationship is likely to have on 

service workers’ subjective experience of work” (Korczynski, 2009, p. 955). This study 

DGYDQFHV�HPSLULFDO�DQG�WKHRUHWLFDO�ZRUN�RQ�KRZ�WKH�FXVWRPHU�DQG�WKH�VHUYLFH�WULDQJOH�

LPSDFW�SURFHVVHV�RI�FRQWURO��DQG��VXEVHTXHQWO\��WKH�VXEMHFWLYH�H[SHULHQFH�RI�ZRUN���

+RZHYHU��XQOLNH�VHYHUDO�RI�WKH�VWXGLHV�UHIHUHQFHG�DERYH��ZKLFK�WHQG�WR�IRFXV�RQ�IDFH�WR�

IDFH—PRVWO\�ORZHU�WLHU—VHUYLFH�HQFRXQWHUV���KHUH�,�H[SORUH�WKH�UROH�RI�WKH�FXVWRPHU�IRU�
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IURQW�DQG�EDFN�URRP�ZRUNHUV��DQG�IRU�PDQDJHPHQW��DQG�LQ�D�QXPEHU�RI�RUJDQL]DWLRQDO�

VHWWLQJV���

� ,Q�ZKDW�IROORZV�EHORZ�LQ�WKLV�VHFWLRQ�,�SURYLGH�D�VNHWFK�RI�WKH�PXOWLSOH�OD\HUV�RI�

FRQWURO�SUHVHQW�DW�7KH�%DQN��ZKLOH�JLYLQJ�VSHFLDO�DWWHQWLRQ�WR�KRZ�ZRUNHUV�DQG�FXVWRPHUV�

SDUWLFLSDWHV�LQ�WKHVH�FRQWURO�PHFKDQLVPV���

�

ϰ͘Ϯ͘ϭ���ƚŚƌĞĞͲĚŝŵĞŶƐŝŽŶĂů�ĂƉƉƌŽĂĐŚ�ƚŽ�ĐŽŶƚƌŽů�
�
:LWK�WKH�WUDQVIRUPDWLRQ�RI�RUJDQL]DWLRQDO�VWUXFWXUHV�DQG�WKH�LQLWLDWLRQ�RI�QHZ�

PDQDJHPHQW�SURJUDPV�LQ�WKH�RUJDQL]DWLRQ��VHH�&KDSWHU���IRU�D�GLVFXVVLRQ�RI�WKH�QDWXUH�RI�

SRVW�EXUHDXFUDWLF�FKDQJH�LQLWLDWLYHV�DW�7KH�%DQN���QHZ�WHFKQRORJLHV�KDYH�DOVR�SOD\HG�D�

VLJQLILFDQW�UROH�LQ�WKH�HYROXWLRQ�RI�FRQWURO�WHFKQLTXHV�DW�7KH�%DQN��)RU�H[DPSOH��PRELOH�

SKRQHV�DQG�RSHQ��DFFHVVLEOH�HOHFWURQLF�FDOHQGDUV�KDYH�FUHDWHG�RSSRUWXQLWLHV�IRU�PDQDJHUV�

WR�WUDFN�DQG�GLUHFW�WKH�PRYHPHQWV�RI�FRPPHUFLDO�UHODWLRQVKLS�PDQDJHUV��&50V��

WKURXJKRXW�WKH�GD\����+RZHYHU��ZKLOH�QHZ�IRUPV�RI�FRQWURO�KDYH�HPHUJHG�LW�LV�LPSRUWDQW�

QRW�WR�FRQFHSWXDOL]H�WKHP�DV�OLQHDU��RU�VWULFWO\�SURJUHVVLYH��LQ�QDWXUH��$OWKRXJK��DV�

(GZDUGV��������VXJJHVWV��GLIIHUHQW�IRUPV�RI�FRQWURO��H�J���VLPSOH��WHFKQLFDO��EXUHDXFUDWLF��

PD\�W\SLI\�VSHFLILF�RUJDQL]DWLRQDO�FRQWH[WV��PXOWLSOH�FRQWURO�PHWKRGV�PD\�RSHUDWH�

VLPXOWDQHRXVO\�ZLWKLQ�WKH�VDPH�RUJDQL]DWLRQDO�VHWWLQJ��7KHUHIRUH��EHORZ�,�DLP�WR�

FRQVWUXFW�D�WKUHH�GLPHQVLRQDO�DSSURDFK�WR�FRQWURO��SD\LQJ�DWWHQWLRQ�WR�KRZ�QHZHU�FRQWURO�

PHFKDQLVPV�RYHUODS�ZLWK�DQG�RSHUDWH�DORQJVLGH�RWKHU�W\SHV�RI�FRQWURO—LQVWHDG�RI�

UHSODFLQJ�WKHP��

�������������������������������������������������
���5HVHDUFK�E\�7RZHUV�HW�DO���������DUJXHV�WKDW�WKHVH�WHFKQRORJLFDO�GHYHORSPHQWV�DOVR�
enable “work extension” (allowing work to occur outside of “normal” hours).�
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������ͺǤͷǣ�������������������������������������������������������������

� %UDQFK�VLWH� &RPPHUFLDO�VLWH�

6LPSOH� •� 'LUHFW�REVHUYDWLRQ��H�J���
VWDQGLQJ�EHKLQG�&65V�GXULQJ�
WKHLU�LQWHUDFWLRQV�ZLWK�
FXVWRPHUV��

•� 'LUHFW�REVHUYDWLRQ��H�J���
REVHUYLQJ�ZRUNHU�
FXVWRPHU�LQWHUDFWLRQV�
GXULQJ�VDOHV�PHHWLQJV��
OLVWHQLQJ�WR�ZRUNHU�
FXVWRPHU�SKRQH�FDOOV��

7HFKQLFDO� •� $XWRPDWHG�FRPSXWHU�
SURPSWLQJ�VFULSWLQJ��WUDFNHG�
WDUJHWV�IRU�LQFRUSRUDWLQJ�
HOHFWURQLF�VDOHV�SURPSWV�LQWR�
FXVWRPHU�FRQYHUVDWLRQV��

•� 2XWERXQG�FDOOV��H�J���GDLO\��
ZHHNO\�FDOO�WDUJHWV��

•� ,QFRPLQJ�SKRQH�ID[�OLQHV�
�H�J���WLPH�UHTXLUHPHQWV�
IRU�DQVZHULQJ�FDOOV��
UHVSRQGLQJ�WR�ID[HV���

•� (�FDOHQGDU�PRQLWRULQJ��
•� 0RELOH�WHOHSKRQHV�DQG�

HPDLO��WLPH�WDUJHWV�IRU�
UHVSRQGLQJ�WR�FXVWRPHU�
UHTXHVWV��

%XUHDXFUDWLF� •� 0HHWLQJV��H�J���GDLO\�PRUQLQJ�
meetings, weekly ‘team’ 
PHHWLQJV��

•� Daily manager ‘check�ins’ (3 
‘check�ins’/day)�

•� 0XOWLSOH�PDQDJHULDO�OD\HUV�
�H�J���GLUHFW�PDQDJHU��DUHD�
PDQDJHU��GLVWULFW�PDQDJHU��

•� 6DOHV�WDUJHWV��LQGLYLGXDO��

•� 0HHWLQJV��H�J���GDLO\�
PRUQLQJ�PHHWLQJV��
ZHHNO\�PRQWKO\�TXDUWHUO\�
‘team’/district meetings)�

•� Daily manager ‘check�
ins’ (3 ‘check�ins’/day)�

•� 0XOWLSOH�PDQDJHULDO�
OD\HUV��H�J���GLUHFW�
PDQDJHU��DUHD�PDQDJHU��
GLVWULFW�PDQDJHU��

•� 6DOHV�WDUJHWV��LQGLYLGXDO��
3RVW�
EXUHDXFUDWLF�

•� &XVWRPHU�OR\DOW\�WDUJHWV�
�H�J���WKDQN�\RX�FDUGV��

•� &XVWRPHU�OR\DOW\�FKHFN�XSV�
�YLD�WHOHSKRQH�FDOOV�WR�
FXVWRPHUV�IURP�ZRUNHUV�DQG�
PDQDJHUV��

•� &XVWRPHU�VXUYH\V�
•� :RUNHU�OHDG�PHHWLQJV�
•� 7HDP�EDVHG�SHUIRUPDQFH�

WDUJHWV��FXVWRPHU�OR\DOW\�DQG�
VDOHV��

•� 7HDP�EDVHG�ERQXVHV�
•� 3HHU�VXUYHLOODQFH�

�
�

•� &XVWRPHU�OR\DOW\�WDUJHWV�
�H�J���WKDQN�\RX�FDUGV��

•� &XVWRPHU�OR\DOW\�FKHFN�
XSV��YLD�WHOHSKRQH�FDOOV�WR�
FXVWRPHUV�IURP�ZRUNHUV�
DQG�PDQDJHUV��

•� &XVWRPHU�VXUYH\V�
•� :RUNHU�OHDG�PHHWLQJV�
•� 7HDP�EDVHG�SHUIRUPDQFH�

WDUJHWV��FXVWRPHU�OR\DOW\�
DQG�VDOHV��

•� 7HDP�EDVHG�ERQXVHV�
•� 3HHU�VXUYHLOODQFH�
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� 7DEOH�����RIIHUV�D�EUHDNGRZQ�RI�WKHVH�YDULRXV�IRUPV�RI�FRQWURO�DW�WKH�EUDQFK�DQG�

FRPPHUFLDO�UHVHDUFK�VLWHV��6LPSOH�FRQWURO�LQYROYHV�GLUHFW�REVHUYDWLRQ�RI�ZRUNHUV�E\�

PDQDJHPHQW��7KLV�IRUP�RI�FRQWURO�OHDYHV�ZRUNHUV�ZLWK�OLWWOH�DXWRQRP\��DV�WKHLU�DFWLRQV��

PRYHPHQWV��DQG�LQWHUDFWLRQV�ZLWK�FXVWRPHUV�DUH�REVHUYHG�DQG�WUDFNHG�E\�PDQDJHUV��

:KLOH�GLUHFW�REVHUYDWLRQ�ZDV�IDU�IURP�WKH�GRPLQDQW�PRGH�RI�FRQWURO�LQ�SODFH�DW�7KH�

%DQN��LW�QRQHWKHOHVV�ZDV�SUHYDOHQW�DFURVV�DOO�RI�P\�SDUWLFLSDQW�JURXSV��6SHFLILFDOO\��

managers are tasked with conducting “side�E\�side” observation of workers. For branch 

ZRUNHUV��WKLV�LQYROYHV�PDQDJHUV�VWDQGLQJ�EHVLGH�RU�EHKLQG�WKHP�GXULQJ�LQWHUDFWLRQV�ZLWK�

customers and taking notes based on a “checklist”. Table 4.2 outlines a selection of 

FDWHJRULHV�IURP�D�VWDQGDUG�VLGH�E\�VLGH�FKHFNOLVW�IRU�D�PDQDJHU�RU�DVVLVWDQW�PDQDJHU�

REVHUYLQJ�D�FXVWRPHU�VHUYLFH�UHSUHVHQWDWLYH��&65���7KH�PDQDJHU�XVHV�D�UDWLQJ�VFDOH�RI���

WR����ZHDN�WR�H[FHOOHQW��IRU�HDFK�LWHP��

7KH�REVHUYDWLRQ�FKHFNOLVW�RIIHUV�LQVLJKW�LQWR�WKH�FRPSOLFDWHG��VRPHZKDW�

FRQIOLFWHG��PDQDJHULDO�REMHFWLYH�RI�VWUXFWXULQJ��URXWLQL]LQJ��DQG�FRQWUROOLQJ�ZRUNHU�

customer interactions in a way that also allows for a “sincere” relationship to develop 

built on “personal rapport”. When the difference in a worker’s greeting to a customer 

EDVHG�RQ�WKH�use of “may” or “can”��and “yes” or “sure” is noted by an observing 

PDQDJHU��URRP�IRU�DXWKHQWLFLW\�DQG�VSRQWDQHLW\�LQ�WKH�ZRUNHU�FXVWRPHU�LQWHUDFWLRQ�LV�

OLPLWHG��$ORQJ�ZLWK�DQ�HPSKDVLV�RQ�H\H�FRQWDFW��DW�WKH�PDLQ�EUDQFK�WKHUH�ZDV�DOVR�D�

UHTXLUHPHQW�IRU�HYHU\�ZRUNHU��IURP�&65V�WR�EUDQFK�PDQDJHUV��WR�JUHHW�FXVWRPHUV�ZLWK�

“welcome”, instead of any other salutation (such as “hello” or “hi”). As 1DRPL��D�

ILQDQFLDO�VHUYLFHV�FRRUGLQDWRU��)6&���noted, “when the welcome came in, it was really 
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DZNZDUG�DW�ILUVW��/LNH��LW�ZDV�VXSHU�awkward.”���7KH�LPSOLFDWLRQV�RI�WKLV�W\SH�RI�FORVH�

FRQWURO�RYHU�ZRUNHU�FXVWRPHU�LQWHUDFWLRQV�ZLOO�EH�H[SORUHG�LQ�UHODWLRQ�WR�WKH�SHUIRUPDQFH�

RI�HPRWLRQDO�ODERXU�DQG�WKH�VXEMHFWLYH�H[SHULHQFH�RI�ZRUN�LQ�&KDSWHU����

�

������ͺǤǣ����������������Ǧ��Ǧ���������������
%HKDYLRXU� � 6FRUH���������

*UHHWLQJ�� •� &KRRVHV�ZRUGV�WKDW�DUH�SURIHVVLRQDO�YV��
Casual (e.g. Use “May I help you?” vs. 
“Can I help you?”, “Yes I can do that” vs. 
“Sure. No problem”)�

•� %XLOGV�SHUVRQDO�UDSSRUW�E\�DVNLQJ�WKH�
FXVWRPHU�D�TXHVWLRQ�EDVHG�RQ�D�YLVXDO��
YHUEDO��RU�SURILOH�FXH�

�

8QGHUVWDQG�DQG�
VROYH�QHHGV�

•� $VNV�RSHQ�HQGHG�VHUYLFH�TXHVWLRQV��
typically beginning with “How” or “What� �

([SORUH�DGGLWLRQDO�
QHHGV�

•� /LVWHQV�FDUHIXOO\�IRU�YLVXDO�RU�YHUEDO�FXHV�
�ERXJKW�D�QHZ�KRPH��NLGV�DUH�VWDUWLQJ�
VFKRRO��HWF���WKDW�PD\�LQGLFDWH�DQ�
DGGLWLRQDO�QHHG�

•� 8VHV�DFNQRZOHGJHPHQW�VWDWHPHQWV��H�J��
“It sounds like” or “what I am hearing 
you say is…”) to maintain rapport�

�

$GGUHVV�FRQFHUQV�

•� $VNV�DQ�RSHQ�HQGHG�TXHVWLRQ�WR�EHWWHU�
understand the customer’s resistance�

•� 6KRZV�FRQILGHQFH�E\�PDNLQJ�H\H�FRQWDFW�
DQG�XVLQJ�D�SRVLWLYH�WRQH�RI�YRLFH�ZKHQ�
RIIHULQJ�D�VROXWLRQ�WR�D�FXVWRPHU�

�

6LQFHUH�WKDQN�\RX� •� Uses the customer’s name and 
SHUVRQDOL]HV�ZLWK�UHOHYDQW�LQIRUPDWLRQ� �

�

�������������������������������������������������
���,Q�DGGLWLRQ�WR�GLUHFW�REVHUYDWLRQ�GXULQJ�ZRUNHU�FXVWRPHU�LQWHUDFWLRQV��FKDQJHV�WR�WKH�
RUJDQL]DWLRQ�RI�EUDQFKHV�DQG�FRPPHUFLDO�RIILFHV�KDYH�PDGH�LW�HDVLHU�IRU�PDQDJHUV�WR�
LQIRUPDOO\�REVHUYH�ZRUNHUV�RQ�D�PRUH�UHJXODU�EDVLV��)RU�LQVWDQFH��EUDQFKHV�EXLOW�VLQFH�WKH�
ODWH�����V��DV�ZHOO�DV�EUDQFKHV�DQG�FRPPHUFLDO�RIILFHV�WKDW�KDYH�EHHQ�UHQRYDWHG�VLQFH�
WKLV�WLPH��IHDWXUH�RSHQ�IORRU�GHVLJQV�ZKHUH�PDQDJHUV�DQG�RU�DVVLVWDQW�PDQDJHUV�VLW�
DPRQJVW�WKHLU�ZRUNHUV�DQG�DUH�DEOH�WR�REVHUYH�WKHP�WKURXJKRXW�WKH�GD\��
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� ,Q�WHUPV�RI�GLUHFW�REVHUYDWLRQ��FRPPHUFLDO�ZRUNHUV�DOVR�H[SHULHQFH�“VLGH�E\�

VLGHV”�with their managers. However, the “checklists” are not as structured and specific 

DV�WKH\�DUH�LQ�WKH�EUDQFK��&RPPHUFLDO�DUHD�PDQDJHUV��&$0V���IRU�LQVWDQFH��DUH�VXSSRVHG�

WR�SURYLGH�IHHGEDFN�RQ�LI�&50V�greet customers “with a warm welcome and professional 

Lntroduction” (as opposed to using specific words and phrases). In this context, managers 

ZRXOG�EH�REVHUYLQJ�WKHLU�ZRUNHUV�ZKLOH�DOVR�SDUWLFLSDWLQJ�LQ�PHHWLQJV�ZLWK�FRPPHUFLDO�

FXVWRPHUV��)RU�&62V��GLUHFW�REVHUYDWLRQ�FRXOG�PHDQ�KDYLQJ�PDQDJHUV�VLW�QH[W�WR�WKHP�

and observe their “on�WKH�phone” interactions with customers. As a rule, managers in 

ERWK�WKH�EUDQFK�DQG�FRPPHUFLDO�VLWHV�ZHUH�VXSSRVHG�WR�REVHUYH�HDFK�RI�WKHLU�HPSOR\HHV�

LQWHUDFWLQJ�ZLWK�FXVWRPHUV�DW�OHDVW�RQFH�SHU�ZHHN��,Q�SUDFWLFH��VRPH�PDQDJHUV�IROORZHG�

WKLV�JXLGHOLQH�FORVHO\�while others conducted “side�E\�sides” on a more infrequent basis 

�SHUKDSV�REVHUYLQJ�HDFK�ZRUNHU�RQH�WLPH�SHU�PRQWK���$Q�LQGLYLGXDO�PDQDJHU��WKHQ��FDQ�

KDYH�VLJQLILFDQW�SRZHU�RYHU�WKH�H[WHQW�WR�ZKLFK�FRQWURO�PHFKDQLVPV�DUH�LPSOHPHQWHG�DQG�

HQIRUFHG��+RZHYHU��ZKDW�LV�FOHDU—DQG�ZLOO�EH�GLVFXVVHG�EHORZ—LV�WKDW�GLUHFW�

REVHUYDWLRQ��D�IRUP�RI�VLPSOH�FRQWURO��LV�RSHUDWLQJ�DW�7KH�%DQN�LQ�FRQMXQFWLRQ�ZLWK�RWKHU�

W\SHV�RI�FRQWURO��0RUHRYHU��DV�WKH�REVHUYDWLRQ�FKHFNOLVW�LOOXVWUDWHV��VLPSOH�FRQWURO�LV�XVHG�

WR�VKDSH�ZRUNHU�FXVWRPHU�LQWHUDFWLRQV�ZKLFK��LQ�WXUQ��IRUP�WKH�EDVLV�RI�PRUH�FRPSOLFDWHG�

W\SHV�RI�FRQWURO�DW�SOD\�UHODWHG�WR�FXVWRPHU�OR\DOW\�VFRUHV��H�J���WKDQN�\RX�FDUGV��DQG�

FXVWRPHU�IHHGEDFN��H�J���FXVWRPHU�VXUYH\V��IRU�H[DPSOH��

7HFKQLFDO�FRQWURO�XVHV�WHFKQRORJ\�WR�KHOS�GLFWDWH�WKH�SDFH�RI�ZRUN��+HUH��FDOO�

FHQWUHV�DUH�RIWHQ�FLWHG�DV�DQ�H[DPSOH�RI�D�ZRUNSODFH�ZKHUH�WHFKQRORJ\�LV�XVHG�WR�FRQWURO�

WKLV�SDFH�RI�ZRUN��VHH��IRU�LQVWDQFH��&DOODJKDQ�DQG�7KRPSVRQ��������7D\ORU�HW�DO���������

%DLQ�HW�DO����������)RU�P\�SDUWLFLSDQWV��WHFKQLFDO�FRQWURO�PDQLIHVWHG�LWVHOI�LQ�D�QXPEHU�RI�
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GLIIHUHQW�ZD\V��)RU�H[DPSOH��PRVW�EUDQFK�ZRUNHUV�ZHUH�IRUFHG�WR�HQJDJH�ZLWK�HOHFWURQLF�

VFULSWLQJ�ZKHQ�LQWHUDFWLQJ�ZLWK�FXVWRPHUV��7KHVH�FXHV�DUH�FRPSXWHU�JHQHUDWHG��EDVHG�RQ�

ZKDW�LV�LQ�WKH�FOLHQW’V�EDQN�SURILOH��LQ�WHUPV�RI�DFFRXQWV��DVVHWV��DQG�GHEWV���7KH\�SURPSW�

ZRUNHUV�WR�DVN�WKH�FXVWRPHU�VSHFLILF�TXHVWLRQV� �WKHQ��IROORZLQJ�WKH�LQWHUDFWLRQ�ZLWK�WKH�

customer, the worker must “respond” to the FXH�E\�LQGLFDWLQJ�LI�V�KH�IROORZHG�WKH�VFULSW�

RI�QRW��+HDWKHU��DQ�)60��explained: “I would action it—HLWKHU�ERRN�LW��RU�FRQYHUW�LW�WR�DQ�

opportunity, or the client has declined it.”���6WDWLVWLFV�DUH�WUDFNHG�DQG�D�UHSRUW�LV�JHQHUDWHG�

and sent to the worker’s manager.�

&RPPHUFLDO�ZRUNHUV�H[SHULHQFH�OHVV�FRPSXWHU�VFULSWLQJ��EXW�LQVWHDG�KDYH�WKHLU�

pace of work influenced by telephones (incoming calls, “must�answer” lines), time�

VHQVLWLYH�HPDLOV��DQG�WLPH�VHQVLWLYH�LQFRPLQJ�ID[�UHTXHVWV��7KH�FRPPHUFLDO�GHSDUWPHQWV�,�

YLVLWHG�had an informal “must answer by three rings” rule, where at least one manager 

ZDV�NQRZQ�IRU�\HOOLQJ�RXW�DW�WKH�JURXS�ZKHQ�VKH�KHDUG�WKH�SKRQH�ULQJ�D�IRXUWK�WLPH��

6LPLODUO\��VRPH�RI�7KH�%DQN’s largest commercial customers place regular transaction 

UHTXHVWV�YLD�ID[��$OO�UHTXHVWV�DUH�H[SHFWHG�WR�EH�FRPSOHWHG�GXULQJ�WKH�VDPH�GD\��

KRZHYHU��D�QXPEHU�RI�FXVWRPHUV�GHPDQG�D�RQH�RU�WZR�KRXU�WXUQDURXQG�����

$Q�HPHUJLQJ�IRUP�RI�WHFKQLFDO�FRQWURO�WKDW�LV�SDUWLFXODUO\�SUREOHPDWLF�IRU�

FRPPHUFLDO�ZRUNHUV�LQYROYHV�UHPRWH�DFFHVV�WR�HOHFWURQLF�FDOHQGDUV��0DQDJHUV��FR�

�������������������������������������������������
���A sample question Heather pulled up for me was: “I notice that you don’t have a 
mortgage with the bank. Are you declining this at this time?”�
���One of the commercial offices at The Bank’s main branch received between 100 and 
����ID[�UHTXHVWV�SHU�GD\��IRU����IXOO�WLPH�ZRUNHUV���:KHQ�UHTXHVWV�IRU�FHUWDLQ�FOLHQWV�
ODQJXLVKHG�IRU�PRUH�WKDQ�WZR�KRXUV��WKH�DVVLJQHG�&62�FRXOG�H[SHFW�WR�JHW�D�FDOO�IURP�WKH�
customer’s assigned CRM. Here, after failing to see a transaction completed online, the 
FXVWRPHU�FDOOV�LWV�&50�WR�FRPSODLQ��WULJJHULQJ�D�FKDLQ�UHDFWLRQ�LQ�ZKLFK�WKH�&50�FDOOV�
WKH�&62�WR�WU\�DQG�VSHHG�XS�WKH�SURFHVV�DQG��RQ�RFFDVLRQ��FDOOV�WKH�&62V�PDQDJHU�WR�
H[HUW�IXUWKHU�SUHVVXUH��
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workers, and sometimes customers have access to workers’ electronic calendars and can 

VFKHGXOH�FXVWRPHU�PHHWLQJV�LQWR�RSHQ�VORWV�ZLWKRXW�FRQYHUVLQJ�ZLWK�WKH�ZRUNHU��ZRUNHUV�

DUH�FRQVHTXHQWO\�H[SHFWHG�WR�IUHTXHQWO\�FKHFN�WKHLU�FDOHQGDUV�IRU�XSGDWHV���0DQDJHUV�XVH�

this ability to surveil their workers’ movements and activities. Opening up his elecWURQLF�

FDOHQGDU�WR�VKRZ�PH��0LFKDHO��&50��H[SODLQV���

7KH\�ORRN�LQWR�LW��0\�ERVV�DQG�>KLV�Eoss]. They can really watch us… +LV�ERVV�

looks at his [too], to make sure he’s going out to client meetings. See all the blue? 

We have to highlight… They really watch us… Yeah, so, [the area manager] can 

see all this too, right? It’s all micromanaging. They’re ZDWFKLQJ�\RX���

0RUHRYHU��ZLWK�&$0V�KDYLQJ�ZRUN�VSRQVRUHG�PRELOH�SKRQHV��WKHUH�LV�DOVR�DQ�

H[SHFWDWLRQ�WKDW�WKH\�ZLOO�EH�LQ�FRQVWDQW�FRQWDFW�ZLWK�FXVWRPHUV�DQG�PDQDJHUV��DQG�EH�

FDSDEOH�RI�ILHOGLQJ�TXHVWLRQV�DQG�UHTXHVWV�LQ�D�TXLFN�PDQQHU��

%RWK�FRPPHUFLDO�DQG�EUDQFK�ZRUNHUV��SDUWLFXODUO\�&62V��&50V��DQG�)60V��DOVR�

KDYH�WR�FRQGXFW�FXVWRPHU�FROG�FDOOV�EDVHG�RQ�FRPSXWHU�JHQHUDWHG�OLVWV�RI�SRWHQWLDO�

“opportunities” FUHDWHG�EDVHG�RQ�FRPSXWHU�DQDO\VLV�of existing customers’ accounts��

:RUNHUV�FRPSODLQHG�WKDW�WDUJHWV�IRU�RXWJRLQJ�FDOOV�DUH�WRR�KLJK�DQG��DW�WLPHV��WDNH�DZD\�

IURP�WKHLU�DELOLW\�WR�KHOS�FXVWRPHUV�LQ�SHUVRQ��0LFKDHOD��)60��H[SODLQHG�KHU�ZHHNO\�

UHTXLUements: “I do 25 calls a week—VR�ILYH�FDOOV�D�GD\��$QG�,�KDYH�WR�KDYH����SUH�

booked appointments for the following week. So that’s pretty PXFK�ZKDW�P\�FDOOV�DUH�

designed to do.” Another main branch worker stressed the time that making outbound 

FDOOV�WDNHV�IURP�KLV�DELOLW\�WR�SHUIRUP�EDVLF�WUDQsactions. “And sometimes they�

[managers] are like, ‘You don’t have time for that. You have to make outbound calls.’ 
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How can I call people and perform the same service if I don’t get back to these things that 

are time sensitive?” (-DPHV��)6&���

7KH�IODWWHQLQJ�RI�RUJDQL]DWLRQDO�KLHUDUFKLHV�DQG�WKH�LQWURGXFWLRQ�RI�KLJK�

SHUIRUPDQFH�ZRUNSODFH��+3:��LQLWLDWLYHV�VXFK�DV�WHDPV�DQG�SHUIRUPDQFH�EDVHG�SD\��VHH�

&KDSWHU����VHFWLRQ��������KDYH�FRPH�ZLWK�SRVW�EXUHDXFUDWLF�IRUPV�RI�FRQWURO��5HWXUQLQJ�WR�

Sewell and Barker’s analysis of team�based organization, Sewell argues: “in certain 

LQGXVWULDO�VHWWLQJV�ZKHUH�WHDPZRUN�KDV�EHHQ�LPSOHPHQWHG��ZH�PXVW�PRGHUDWH�WKH�UKHWRULF�

RI�JUHDWHU�ZRUNHU�DXWRQRP\�DQG�HPSRZHUPHQW�ZLWK�WKHRUHWLFDOO\�LQIRUPHG�HPSLULFDO�

studies of the labor process that reveal the possibility of heightened managerial control” 

�������S��������6LPLODUO\��%DUNHU��������LOOXPLQDWHV�WKH�VXEYHUVLYH�QDWXUH�RI�FRQFHUWLYH�

FRQWURO�LQ�WHDP�EDVHG�RUJDQL]DWLRQV��DUJXLQJ�WKDW�VHOI�PRQLWRULQJ�WHDPV�RIIHU�D�PRUH�

effective system of control, with team members “relatively unaware of how the system 

WKH\�FUHDWHG�DFWXDOO\�FRQWUROV�their actions” (1993, p. 434). Individuals may be “unaware” 

RI�WKH�FRQWUROOLQJ�DVSHFWV�RI�WHDPZRUN�EHFDXVH�RI�LWV�SHUYDVLYH�DQG�QRUPDWLYH�HOHPHQWV���

:KLOH�WKH�YHUWLFDO�VWUXFWXUH�DW�7KH�%DQN�GRHV�VWLOO�H[LVW��WKH�RUJDQL]DWLRQ�KDV�

ZRUNHG�WR�FRQVROLGDWH�D�QXPEHU�RI�SRVLWLRQV�DQG�IODWWHQ�RXW�WKH�ODUJHU�VWUXFWXUH��D�QXPEHU�

RI�)60�MRE�JUDGHV�ZHUH�FRQVROLGDWHG�LQWR�RQH��IRU�H[DPSOH—VHH�&KDSWHU����VHFWLRQ�

��������7KH�WHDP�PHWDSKRU�VKLQHV�EULJKW�ZLWK�WKH�FRnstruction of “daily huddles”—GDLO\�

PRUQLQJ�PHHWLQJV�ZKHUH�GLIIHUHQW�JURXSV�RI�ZRUNHUV��&65V��)6&V��)60V�LQ�WKH�EUDQFK��

for instance) come together, take turns leading the meeting, learn from each others’ 

H[SHULHQFHV�ZLWK�FXVWRPHUV��and track the group’s performance. FURP�P\�H[SHULHQFH�

ZLWK�KXGGOHV��SDUWLFLSDWLQJ�LQ�WKHP�DV�D�ZRUNHU�DQG�KHDULQJ�DERXW�WKHP�DQG�REVHUYLQJ�

WKHP�DV�D�UHVHDUFKHU��WKH\�YDU\�TXLWH�ZLGHO\��,Q�JHQHUDO��WKRXJK��WKH�KXGGOH�LQYROYHV�
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ZRUNHUV�WDNLQJ�WXUQV�VKDULQJ�SURGXFWLYH�RU�FKDOOHQJLQJ�FXVWRPHU�H[SHULHQFHV��UHOD\LQJ�

RUJDQL]DWLRQDO�QHZV�DQG�SURYLGLQJ�XSGDWHV�UHODWHG�WR�FXVWRPHU�RULHQWHG�WDUJHWV��H�J���

WKDQN�\RX�FDUGV�DQG�FUHGLW�FDUG�WDUJHW���+XGGOHV�SURYLGH�ZRUNHUV�ZLWK�WKH�RSSRUWXQLW\�WR�

SDUWLFLSDWH�LQ�OHDGLQJ�WKH�WHDP�DQG�IXQFWLRQ�WR�HQFRXUDJH�ZRUNHUV�WR�IXUWKHU�DOLJQ�ZLWK�

PDQDJHULDO�LQWHUHVWV���

6HHPLQJO\�WKH�ELJJHVW�FKDQJH�UHODWHG�WR�PHDVXULQJ�WHDP�SHUIRUPDQFH�KDV�EHHQ�

WKH�LQWURGXFWLRQ�RI�JURXS�FXVWRPHU�OR\DOW\�VFRUHV��&XVWRPHU�VXUYH\V�KDYH�KDG�D�ORQJ�

KLVWRU\�LQ�VHUYLFH�RUJDQL]DWLRQV��$W�7KH�%DQN��FXVWRPHU�OR\DOW\�VFRUHV�KDYH�EHFRPH�

LQFUHDVLQJO\�LPSRUWDQW�IRU�DOO�EUDQFK�DQG�FRPPHUFLDO�ZRUNHUV��(VVHQWLDOO\��FXVWRPHU�

VXUYH\V�UDWH�FXVWRPHU�H[SHULHQFH�DQG�WHVW�FXVWRPHU�OR\DOW\�E\�DVNLQJ�FXVWRPHUV�ZKR�

KDYH�KDG�UHFHQW�LQWHUDFWLRQV�ZLWK�WKH�EDQN��LQ�SHUVRQ��RQ�WKH�SKRQH��RU�WKURXJK�RQOLQH�

banking) a number of questions, the most important being: “Would you recommend the 

EDQN�WR�D�IULHQG�RU�IDPLO\�member?” In the case of “welcome” (discussed above), the 

PDLQ�EUDQFK�LQVWLWXWHG�WKLV�SROLF\�VSHFLILFDOO\�VR�WKHLU�FXVWRPHUV�ZRXOG�UHVSRQG�PRUH�

SRVLWLYHO\�WR�WKH�FXVWRPHU�survey question: “Were you welcomed in the branch?” Instead 

RI�KDYLQJ�LQGLYLGXDO�FXVWRPHU�OR\DOW\�VFRUHV�WKDW�WDUJHW�VSHFLILF�ZRUNHU�FXVWRPHU�

LQWHUDFWLRQV��KRZHYHU��VFRUHV�DUH�JLYHQ�WR�GLVWULFWV�DQG�WHDPV��7KHUHIRUH��D�ZKROH�EUDQFK��

D�VSHFLILF�JURXS�RI�&62V��RU�D�JURXS�RI�&50V�ZRXOG�VKDUH�WKH�VDPH�VFRUH��HYHQ�WKRXJK�

VRPH�LQGLYLGXDOV�ZLWKLQ�WKDW�WHDP�ZLOO�KDYH�SURYLGHG�EHWWHU�RU�ZRUVH�FXVWRPHU�VHUYLFH�

WKDQ�RWKHU�WHDP�PHPEHUV��,Q�SUDFWLFH��WHDP�EDVHG�FXVWRPHU�OR\DOW\�VFRUHV�HQFRXUDJH�

SHHU�FRDFKLQJ�DQG�SHHU�WHDFKLQJ�ZKHQ�LW�FRPHV�WR�FXVWRPHU�FRQYHUVDWLRQV�DQG�ZULWLQJ�

WKDQN�\RX�FDUGV���
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	������ͺ.ͷ: Typical ǲlowerǦrankedǳ TYCͼ�

�

�������������������������������������������������
���7R�SURWHFW�WKH�DQRQ\PLW\�RI�ZRUNHUV��WKH�WKDQN�\RX�FDUGV��7<&V��LQFOXGHG�LQ�WKLV�
GLVVHUWDWLRQ�KDYH�EHHQ�UH�FUHDWHG�XVLQJ�RQOLQH�KDQG�ZULWLQJ�UHSURGXFWLRQ�WHFKQRORJ\��7KH�
VSDFLQJ��VSHOOLQJ��DQG�XVH�RI�XSSHU�FDVH�DQG�ORZHU�FDVH�OHWWHUV�KDYH�EHHQ�PDGH�WR�UHIOHFW�
WKRVH�RI�WKH�RULJLQDO�7<&V�DV�PXFK�DV�SRVVLEOH��3VHXGRQ\PV�DUH�XVHG�IRU�WKH�QDPHV�RI�
UHFLSLHQWV��VHQGHUV��DQG�DQ\�LQGLYLGXDOV�UHIHUHQFHG�LQ�WKH�ERG\�RI�WKH�FDUGV��
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3HUKDSV�WKH�PRVW�GLVFXVVHG�FRQWURO�PHFKDQLVP�GXULQJ�P\�LQWHUYLHZV�ZDV�WKH�

WKDQN�\RX�FDUG��7<&���+DQG�ZULWWHQ�E\�ZRUNHUV�WR�EH�VHQW�WR�PDQDJHUV��7<&V�FRXQW�

WRZDUGV�FXVWRPHU�OR\DOW\�VFRUHV��$V�QRWHG�E\�$LVKD�DW�WKH�EHJLQQLQJ�RI�WKH�FKDSWHU��D�

copy of each TYC is given to a worker’s manager, and then passed on to that individual’s 

PDQDJHU��7KH\�DUH�DVVHVVHG�IRU�WKHLU�VW\OH�DQG�FRQWHQW��$V�RQH�VHQLRU�PDQDJHU�QRWHG��

“There are still some people that send ones out that are essentially ‘thanks for the 

business’. Which isn’t what I want. But from a directional standpoint, it’s improving” 

�-RKQ��&$0���)LJXUH������DERYH��LV�DQ�H[DPSOH�RI�D�7<&�ZULWWHQ�E\�D�&50�WKDW�ZDV�

poorly ranked by the worker’s manager. In addition to looking like�LW�ZDV�ZULWWHQ�TXLFNO\��

WKH�PDQDJHU�KLJKOLJKWHG�WR�PH�KRZ�WKHUH�LV�QR�DWWHPSW�DW�HVWDEOLVKLQJ��RU�UHIHUHQFLQJ��D�

SHUVRQDO�UHODWLRQVKLS�ZLWK�WKH�FXVWRPHU���

In contrast, a “good” TYC does not mention business at all, but instead attempts 

WR�PDNH�D�SHUVRQDO�FRQQHFWLRQ��$V�)LJXUH�����GHPRQVWUDWHV��WKLV�FDQ�EH�W\SLFDOO\�

DFFRPSOLVKHG�E\�UHIHUHQFLQJ�D�UHFHQW�YDFDWLRQ��IRU�H[DPSOH��+HUH�WKH�ZRUNHU�GLG�ZHOO�WR�

use positive words, such as “pleasure”, “very excited”, and “bright future”, while 

VKRZLQJ�WKDW�V�KH�UHPHPbered the customer’s recent trip to Cyprus. It should be noted 

WKDW�DORQJ�ZLWK�PDQDJHU�IHHGEDFN��FR�ZRUNHUV�DOVR�SOD\�DQ�LQWHJUDO�Uole in “coaching” 

EHWWHU�7<&V—WKURXJK�DFWLYH�SDUWLFLSDWLRQ�LQ�PHHWLQJV�DV�ZHOO�DV�LQ�WKH�PRPHQW�

FROODERUDWLRQ��7ZR�RI�P\�SDUWLFLSDQWV�DGPLWWHG�WKDW�WKH\�IUHTXHQWO\�VROLFLW�KHOS�IURP�FR�

ZRUNHUV�ZKHQ�ZULWLQJ�7<&V�EHFDXVH�RI�D�ODFN�RI�FRQILGHQFH�LQ�ZULWLQJ��VSHOOLQJ��LQ�

(QJOLVK��1RQHWKHOHVV��LQ�P\�DQDO\VLV�RI����7<&V��WKH�PDMRULW\�RI�ZKLFK�ZHUH�ZULWWHQ�E\�

KLJKO\�HGXFDWHG�&50V��,�IRXQG�QXPHURXV�VSHOOLQJ�PLVWDNHV��

�
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Figure ͺ.: Typical ǲhigherǦrankedǳ TYC�

�

�

ϰ͘ϯ���ƚƌŝĂŶŐƵůĂƌ�ŵŽĚĞů�ŽĨ�ĐŽŶƚƌŽů�
�
,Q�WKLV�VHFWLRQ�,�GHYHORS�D�WULDQJXODU�PRGHO�RI�FRQWURO�IRU�VWXG\LQJ�XSSHU�WLHU�VHUYLFH�

VHFWRU�ZRUN��7KHUH�DUH�WZR�NH\�WHQHWV�RI�WKH�ZRUNHU�PDQDJHU�FXVWRPHU�WULDQJXODU�PRGHO�

RI�FRQWURO�WKDW�DUH�HVVHQWLDO�WR�XQGHUVWDQGLQJ�WKH�RXWFRPHV�RI�FRQWURO�IRU�ZRUNHUV��)LUVW��

FRQWURO�LQ�WKH�VHUYLFH�WULDQJOH�LV�IOH[LEOH��VHH�7DEOH�������7KLV�VWHPV�IURP�WKH�IDFW�WKDW�

FRQWURO�PHFKDQLVPV�UHTXLUH��D��FROODERUDWLRQ��EHWZHHQ�ZRUNHUV��FXVWRPHUV��DQG�

PDQDJHUV��E��SDUWLFLSDWLRQ��RQ�WKH�SDUW�RI�ZRUNHUV�DQG�FXVWRPHUV��DQG�F��LQWHUDFWLRQ��PRVW�

VLJQLILFDQWO\�EHWZHHQ�ZRUNHUV�DQG�FXVWRPHUV��6HFRQG��PDQ\�RI�WKH�SRZHUIXO�PHWKRGV�RI�

FRQWURO�LQ�RSHUDWLRQ�DW�7KH�%DQN�DUH�ZRUNHU�FHQWHUHG��7KH�ZRUNHU—DQG�WKH�ZRUNHU�
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FXVWRPHU�UHODWLRQVKLS�LQWHUDFWLRQ—LV��JHQHUDOO\��DW�WKH�FHQWUH�RI�WKH�FRQWURO�SURFHVV��$V�,�

DUJXH�EHORZ��LQ�VRPH�FDVHV��H�J���7<&V��FXVWRPHU�OR\DOW\�FKHFN�XSV���WKH�ZRUNHU�

SURGXFHV��RU�LV�FHQWUDO�WR�SURGXFLQJ��WKH�FRQWURO�PHFKDQLVP��

�

������ͺǤǣ���������Ǧ�������Ǧ�������������������������������������

7HQHWV� &KDUDFWHULVWLFV� ([DPSOHV�

���)OH[LEOH�
���

&ROODERUDWLYH��ZRUNHUV��
PDQDJHUV��FXVWRPHUV�ZRUN�
WRJHWKHU�WR��UH�SURGXFH�FRQWURO�
PHFKDQLVPV�
3DUWLFLSDWLYH��UHTXLUHV�ZRUNHU�
DQG�RU�FXVWRPHU�SDUWLFLSDWLRQ�
,QWHUDFWLYH��UHTXLUHV�FRQYHUVDWLRQ�
EHWZHHQ�ZRUNHU�DQG�FXVWRPHU��
�

7KDQN�\RX�FDUG��UHTXLUHV�
interaction (“personal” 
FRQYHUVDWLRQ�EHWZHHQ�
ZRUNHU�DQG�FXVWRPHU���
SDUWLFLSDWLRQ��FXVWRPHU�
PXVW�UHYHDO�VRPHWKLQJ���
FROODERUDWLRQ�
�FRQYHUVDWLRQ�LQWHUDFWLRQ�
SURGXFHV�7<&��

���:RUNHU�FHQWHUHG� :RUNHU�FXVWRPHU�
UHODWLRQVKLS�LQWHUDFWLRQ�DW�FHQWUH�
RI�FRQWURO�SURFHVVHV�
�

7<&V��&XVWRPHU�OR\DOW\�
FKHFN�XSV��&XVWRPHU�
VXUYH\V��0DQDJHULDO�
REVHUYDWLRQ��2XWERXQG�
FDOOV�

��

7KLV�IOH[LEOH��ZRUNHU�FHQWHUHG�PRGHO�RI�FRQWURO�VXSSRUWV�P\�FRQFHSW�RI�WKH�

IOH[LEOH�WULDQJOH�RI�SRZHU�LQ�WKDW�LW�KLJKOLJKWV�KRZ�WKH�SRVLWLRQ�RI�ZRUNHUV�UHODWLYH�WR�

managers and customers can shift, so that workers’ interests can alternatively align with�

PDnagers’ interests or customers’ interests. In this section I therefore identify three types 

RI�VHUYLFH�WULDQJOH�FRQWURO��7KH�ILUVW��PDQDJHU�GRPLQDQW�FRQWURO��KLJKOLJKWV�ZKHQ�

PDQDJHUV�H[HUW�GLUHFW�SRZHU�RYHU�ZRUNHUV�DQG�VKDSH�WKH�QDWXUH�RI�WKH�WULDQJOH��&XVWRPHU�

GRPLQDQW�FRQWURO�LV�WKH�VHFRQG�W\SH�,�LGHQWLI\��KHUH�FXVWRPHU�LQIOXHQFH�VKDSHV�WKH�
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G\QDPLFV�RI�VHUYLFH�WULDQJOH��)LQDOO\��WKH�LGHDO�W\SH�PDQDJHU�FXVWRPHU�FRQWURO�GHVFULEHV�

DQ�HTXLODWHUDO�WULDQJOH��ZKHUH�PDQDJHUV�DQG�FXVWRPHUV�H[HUW�HTXDO�SRZHU�RYHU�ZRUNHUV��

,Q�ILQGLQJ�VXSSRUW�IRU�WKH�PDQDJHU�GRPLQDQW�DQG�FXVWRPHU�GRPLQDQW�PRGHOV�,�

DOVR�GUDZ�DWWHQWLRQ�WR�WKH�DJHQF\�DQG��UHODWLYH��SRZHU�WKDW�ZRUNHUV�EULQJ�WR�WKH�FRQWURO�

SURFHVV��ZLWKLQ�WKH�FRQWH[W�RI�WKH�VHUYLFH�WULDQJOH��&RQVHTXHQWO\��LQ�WKH�ODVW�SDUW�RI�WKLV�

VHFWLRQ�,�H[SORUH�WKH�TXHVWLRQ�RI�ZRUNHU�DJHQF\�ZLWKLQ�WKH�VHUYLFH�WULDQJOH��ZLWK�VSHFLDO�

DWWHQWLRQ�WR�WKH�SRVVLELOLW\�RI�ZRUNHU�FHQWHUHG�FRQWURO�FUHDWLQJ�VSDFH�IRU�ZRUNHU�

UHVLVWDQFH��

�

ϰ͘ϯ͘ϭ���ĨůĞǆŝďůĞ�ŵŽĚĞů�ŽĨ�ĐŽŶƚƌŽů�
�
$V�GHPRQVWUDWHG�DERYH��DW�7KH�%DQN�D�G\QDPLF�VHW�RI�FRQWURO�PHFKDQLVPV�FR�H[LVW�WR�

LQIOXHQFH�WKH�ODERXU�SURFHVV�RI�ZRUNHUV��0DQDJHUV�DQG�FXVWRPHUV�KDYH�ODUJHU�RU�VPDOOHU�

UROHV�GHSHQGLQJ�RQ�WKH�VSHFLILF�PHWKRG�RI�FRQWURO�LQ�RSHUDWLRQ�DQG�WKH�RUJDQL]DWLRQDO�

FRQWH[W��6LPLODUO\��PDQDJHU�FXVWRPHU�SDUWLFLSDWLRQ�LQ�FRQWURO�PHFKDQLVPV�FDQ�EH�TXLWH�

DFWLYH�RU�SDVVLYH��7KHVH�FRQWURO�PHFKDQLVPV�DUH�VWUXFWXUHG�E\�ZRUNHU�PDQDJHU�FXVWRPHU�

LQWHUDFWLRQV��DQG�W\SLFDOO\�PDQLIHVW�WKHPVHOYHV�LQ�PDQDJHU�GRPLQDQW��)LJXUH�������

FXVWRPHU�GRPLQDQW��)LJXUH�������RU�PDQDJHU�FXVWRPHU�GRPLQDQW��)LJXUH������IRUPV��

7KHVH�W\SLFDO�SDWWHUQV�ZLWKLQ�WKH�WULDQJXODU�PRGHO�RI�FRQWURO�SURYLGH�VXSSRUW�IRU�WKH�

VHUYLFH�WULDQJOH�EHLQJ�FRPSULVHG�RI�IOH[LEOH��VKLIWLQJ�UHODWLRQVKLSV�EHWZHHQ�ZRUNHUV��

PDQDJHUV��DQG�FXVWRPHUV��

� 0DQDJHU�GRPLQDQW�FRQWURO�RFFXUV�ZKHQ�PDQDJHUV�KDYH�DQG�WDNH�RQ�D�SURPLQHQW�

role in shaping workers’ on�WKH�MRE�DFWLRQV�DQG�LQWHUDFWLRQV�ZLWK�FXVWRPHUV��%DVHG�RQ�P\�

UHVHDUFK�DW�7KH�%DQN��WKH�PRVW�SUHYDOHQW�H[DPSOHV�RI�WKLV�FRPH�IURP�PDQDJHUV�HQJDJLQJ�
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LQ�GLUHFW�REVHUYDWLRQ�RI�ZRUNHUV�DV�WKH\�LQWHUDFW�ZLWK�FXVWRPHUV��+HUH��WKH�LQIOXHQFH��RU�

SRZHU��RI�FXVWRPHUV�LV�QRW�QHFHVVDULO\�GLPLQLVKHG—DV�FXVWRPHUV�VWLOO�KDYH�WKH�

RSSRUWXQLW\�WR�SURYLGH�FXVWRPHU�IHHGEDFN�WR�FXVWRPHUV�DQG�PDQDJHUV—EXW�WKLV�LQIOXHQFH�

OLHV�VHFRQGDU\�WR�WKH�LQIOXHQFH�RI�PDQDJHUV��'XULQJ�GLUHFW�REVHUYDWLRQ��ZRUNHUV�DUH�OHIW�

ZLWK�OLWWOH�DXWRQRP\�LQ�WKHLU�LQWHUDFWLRQV�ZLWK�FXVWRPHUV��$Q�DVVLVWDQW�EUDQFK�PDQDJHU�

�$%0��pointed to the strenuous experience of “side�E\�sides”. 'DQLHO�noted: “What they 

XVXDOO\�ZDQW�LV�VLGH�E\�sides from the ABMs. Like, where we’re standing back there with 

clipboard and like observing. And it’s like, yeah; it’s too much pressure, right?”�7KH�

SUHVVXUH�FRQWULEXWHV�WR�D�KLJKO\�FRQWUROOHG�HQYLURQPHQW�ZKHUH�PDQDJHU�LQWHUHVWV�

GRPLQDWH�WKH�VKDSH�RI�WKH�WULDQJOH��

�

	������ͺǤǣ��������Ǧ�����������������

�

�

6LPLODUO\��ZKHQ�,�DVNHG�DQRWKHU�$%0��-DVPLQH��LI�VKH�IRXQG�LW�DZNZDUG�WR�VWDQG�

EHKLQG�D�&65�DQG�REVHUYH�D�FXVWRPHU�LQWHUDFWLRQ�VKH�QRWHG���

2ND\��ZHOO�,�XVHG�WR�SDUWLFLSDWH��EXW�WKHQ�,�UHDOL]HG�ZH�DUH�QRW�VXSSRVHG�WR��<HDK��

It gets a little bit awkward. Yeah, it’s hard to do. So, I used to kind of sit there and 

,�ZRXOG�JUHHW�WKH�FXVWRPHU��ZKLFK�,�VWLOO�GR��EXW�QRZ�,�WU\�WR�VWD\�EDFN�DQG�MXVW�
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REVHUYH��$QG�WKHQ�DIWHU�WKH�FOLHQW�KDV�OHIW��HLWKHU�LQ�WKH�PRPHQW��OLNH�ULJKW�DIWHU�

WKH�FOLHQW�KDV�OHIW��RU�LI�WKH�&65�KDV�RWKHU�FOLHQWV�WKHQ�,�ZLOO�WDON�WR�WKHP�ODWHU��%XW��

I’ll go through, you know, “Why didn’t you talk to them about this?” Or, “Why 

didn’t you ask open�ended questions about that?” And I try to first ask them how 

WKH\�WKLQN�LW�ZHQW��DQG�WKHQ�ZH�JR�IURP�WKHUH��

:KHQ�WKLV�IRUP�RI�FRQWURO�LV�LQ�SUDFWLFH��FXVWRPHU�GULYHQ�FRQWURO�PHFKDQLVPV�EHFRPH�RI�

VHFRQGDU\�LPSRUWDQFH�IRU�ZRUNHUV��+HUH��FXVWRPHUV�DUH�D�WKLUG�SDUW\�WR�WKH�HPSOR\PHQW�

UHODWLRQVKLS��EHWZHHQ�PDQDJHUV�DQG�ZRUNHUV���ZLWK�PDQDJHPHQW�DVVHVVLQJ�ZRUNHU�

FXVWRPHU�LQWHUDFWLRQV�WR�MXGJH�SHUIRUPDQFH��+RZHYHU��LQ�DGGLWLRQ�WR�PDQDJHUV�DVVHVVLQJ�

ZRUNHU�FXVWRPHU�LQWHUDFWLRQV��ZRUNHUV�DOVR�VSRNH�DERXW�WKH�LQFUHDVHG�SUDFWLFH�RI�

PDQDJHUV�FDOOLQJ�FXVWRPHUV�DIWHU�LQWHUDFWLRQV�ZLWK�WKHLU�ZRUNHUV�WR�SHUIRUP�FXVWRPHU�

loyalty “check�ins”. Here, managers engage directly with customers to discuss worker 

SHUIRUPDQFH��,Q�this scenario managers perform “one�RQ�one’s” with both workers and 

WKHLU�FXVWRPHUV�LQ�RUGHU�WR�DVVHVV�ZRUNHUV�DQG�SURYLGH�IHHGEDFN�WR�VKDSH�WKHLU�

EHKDYLRXU�DFWLRQV���

� $OWKRXJK�PDQDJHUV�DUH�RIWHQ�WKH�GRPLQDQW�IRUFH�LQ�FRQWURO�PHFKDQLVPV�DW�7KH�

%DQN��WKHUH�DUH�LQVWDQFHV�ZKHUH�FXVWRPHUV�WDNH�WKH�OHDG�LQ�LQIOXHQFLQJ�WKH�ODERXU�SURFHVV�

IRU�ZRUNHUV��5HVHDUFK�SDUWLFLSDQWV�LGHQWLILHG�KRZ�FKDQJLQJ�FXVWRPHU�H[SHFWDWLRQV�DQG�WKH�

FKDQJLQJ�UROH�RI�WKH�FXVWRPHU�LQ�WKH�RUJDQL]DWLRQ�KDYH�HVSHFLDOO\�LQIOXHQFHG�FRQWURO�

PHFKDQLVPV��&XVWRPHU�GRPLQDQW�FRQWURO�GHVFULEHV�FRQWURO�LQ�WKH�WULDQJOH�RI�SRZHU�WKDW�LV�

LQVWLJDWHG�E\�FXVWRPHUV��%URDGO\��WKLV�HQWDLOV�YDULRXV�IRUPV�RI�FXVWRPHU�IHHGEDFN�

�VROLFLWHG�RU�RWKHUZLVH���(YHQ�WKRXJK�PDQDJHUV�FRQVWUXFW�WKH�VWUXFWXUH�FRQWH[W�IRU�

FXVWRPHUV�WR�KDYH�D�ODUJHU�SDUW�LQ�FRQWURO�PHFKDQLVPV��LQ�WKLV�FDVH�FXVWRPHUV—WKURXJK�
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WKHLU�DFWLRQV—impact the labour process for workers. They also influence management’s 

relations with workers. A growing organizational emphasis on “customer loyalty”, 

PHDVXUHG�WKURXJK�FXVWRPHU�OR\DOW\�VFRUHV�JDWKHUHG�WKURXJK�FXVWRPHU�IHHGEDFN��

SURPSWHG�VHYHUDO�SDUWLFLSDQWV—SDUWLFXODUO\�ORZHU�OHYHO�ZRUNHUV—to suggest, “customers 

have too much power”. �

�

	������ͺǤͺǣ���������Ǧ�����������������

�

�

$�EUDQFK�PDQDJHU�PDGH�WKH�FRQQHFWLRQ�EHWZHHQ�WKH�FKDQJLQJ�LPSDFW�RI�FXVWRPHU�

loyalty scores and “action plans”. 1LFROH�DUJXHV��

:H�XVHG�WR�JHW�WKHVH�FXVWRPHU�VHUYLFH�VFRUHV��DV�ZH�GR�QRZ�HYHU\�PRQWK��%XW��

years ago, you would get them in and let’s say you gRW�D�����RU�D�����RU�D�����RXW�

RI�������LW�PHDQW�QRWKLQJ��1RERG\�FDUHG��1RZ��WKH\�FRPH�LQ��DQG�LI�\RX�JHW�D����

it’s a good thing. If you get a 10, it’s a bad thing. You can even get a negaWLYH�

score. And, then, it’s an ‘action plan’�[that’s needed], and it�GHIODWHV�WKH�VWDII��

7DNH�PH�IRU�H[DPSOH��ZH�KDG�JRRG�FXVWRPHU�VHUYLFH�VFRUHV��:H�ZHUH�OHDGLQJ�LQ�

WKH�GLVWULFW��2U�VHFRQG�LQ�WKH�GLVWULFW�IRU�FXVWRPHU�VHUYLFH���$QG�ZH�ZHQW�DV�KLJK�

DV���—ZKLFK�PHDQW�D�ORW�RI�SHRSOH�OLNH�XV����7KHQ��DOO�RI�D�VXGGHQ�ZH�ZHQW�GRZQ�

to 12. Well, the staff was just… and I was upset. The VWDII�ZDV�XSVHW��$QG�\RX�
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think “:KDW�DUH�ZH�GRLQJ�GLIIHUHQW"�:K\�DOO�RI�D�VXGGHQ�DUH�WKH�FXVWRPHUV�UDWLQJ�

XV�>SRRUO\@"”�

$V�WKLV�SDUWLFLSDQW�LQGLFDWHG��ZKHQ�FXVWRPHU�OR\DOW\�VFRUHV�DUH�JRRG��ZRUNHUV�DQG�

managers are content; when they are negative, some aspect of workers’ approach to 

FXVWRPHUV�QHHGV�WR�FKDQJH��0RVW�WURXEOLQJ�IRU�1LFROH��DQG�OLNHO\�RWKHU�PDQDJHUV�LQ�D�

VLPLODU�VLWXDWLRQ��LV�WKDW�VKH�ZDV�XQDEOH�WR�H[SODLQ�WKH�GUDPDWLF�GURS�LQ�OR\DOW\�VFRUHV—

H[FHSW�WR�DUJXH�WKDW�WKH�QXPEHU�RI�FXVWRPHUV�VXUYH\HG�LV�UHODWLYHO\�VPDOO�DQG�VR�D�FRXSOH�

RI�EDG�VXUYH\V�FDQ�UXLQ�KHU�ZKROH�EDWFK��&RPLQJ�XS�ZLWK�ZD\V�WR�LPSURYH�OR\DOW\�VFRUHV�

LV�RIWHQ�D�FROODERUDWLYH�SURFHVV�EHWZHHQ�PDQDJHUV�DQG�ZRUNHUV��ZLWK�HYHU\RQH�

HQFRXUDJHG�WR�SXW�IRUWK�QHZ�LGHDV��&RPPRQ�VWUDWHJLHV�WR�LPSURYH�ORZ�VFRUHV�WKDW�,�

observed include having workers make cold calls to “check�in” with their customers and 

LQFUHDVLQJ�WKH�DPRXQW�RI�WKDQN�\RX�FDUGV�ZRUNHUV�VHQG�WR�FXVWRPHU�IROORZLQJ�VHUYLFH�

HQFRXQWHUV��$�QXPEHU�RI�VPDOOHU�LQLWLDWLYHV�VXFK�DV�SRVWLQJ�QRWHV�DURXQG�WKH�RIILFH�

UHPLQGLQJ�ZRUNHUV�WR�VPLOH�ZKHQ�LQWHUDFWLQJ�ZLWK�FXVWRPHUV�ZHUH�DOVR�HQDFWHG��

$�JURZLQJ�LQIOXHQFH�RI�FXVWRPHU�OR\DOW\�VFRUHV�KDV�KDG�D�VLJQLILFDQW�LPSDFW�RQ�

KRZ�ZRUNHUV�DQG�PDQDJHUV�DSSURDFK�DQG�LQWHUDFW�ZLWK�FXVWRPHUV��)RU�ZRUNHUV��WKLV�FDQ�

HQWDLO�WKH�IXUWKHU�GHYHORSPHQW�RI�LQWHUDFWLYH�VNLOOV�DQG�HQJDJLQJ�LQ�HPRWLRQDO�ODERXU�ZLWK�

FXVWRPHUV��VHH�&KDSWHU���IRU�D�GHWDLOHG�DQDO\VLV�RI�HPRWLRQDO�ODERXU�LQ�WKH�VHUYLFH�

WULDQJOH���)RU�PDQDJHUV��KRZHYHU��LQFUHDVHG�FXVWRPHU�LQIOXHQFH�SRZHU�FDQ�PHDQ�MXJJOLQJ�

FXVWRPHU�GHPDQGV�ZLWK�RUJDQL]DWLRQDO�UXOHV�UHJXODWLRQV��,QVWHDG�RI�FROODERUDWLQJ�ZLWK�

ZRUNHUV�WR�EHWWHU�VHUYH�FXVWRPHUV��DV�QRWHG�DERYH���KHUH�WKLV�PDQDJHU�FXVWRPHU�FRQWURO�

PRGHO�KDV�PDQDJHUV�ZRUNLQJ�ZLWK�FXVWRPHUV�LQ�DQ�DWWHPSW�WR�EDODQFH�WKH�LQWHUHVWV�RI�

PDQDJHPHQW�DQG�WKH�FXVWRPHU��
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�

� 8QOLNH�ZRUNHUV��PDQDJHUV�KDYH�WKH�SRZHU�WR�DFTXLHVFH�WR�FXVWRPHU�GHPDQGV��$V�

1LFROH�indicated: “If a customer�FRPHV�LQ�DQG�LV�FRPSODLQLQJ�DERXW�D�IHH�WKDW�ZDV�

charged, we reverse it. Whereas years ago it was ‘too bad, so sad. If that’s our fee, that’s 

our fee.’ And the customer would leave mad, but who cares, right? It wasn’t our focus.”�

From a worker’s perspectiYH��WKH�OLQH�EHWZHHQ�EHQGLQJ�WKH�UXOHV�WR�SOHDVH�D�FXVWRPHU�DQG�

VWLFNLQJ�WR�FRPSDQ\�SROLF\�FDQ�EH�XQFOHDU��DQG�GLVFUHSDQFLHV�EHWZHHQ�ZRUNHUV�DQG�

PDQDJHUV�RQ�KRZ�WR�HQJDJH�ZLWK�GLVJUXQWOHG�FXVWRPHUV�FDQ�EH�WURXEOLQJ��)RU�ZRUNHUV��

KRZHYHU��WKHUH�LV�OHVV�LQFHQWLYH�WR�IROORZ�UXOHV�LI�LW�PHDQV�WKDW�FXVWRPHU�OR\DOW\�VFRUHV�

ZLOO�EH�LPSDFWHG��1HYHUWKHOHVV��LQ�WKUHH�VHSDUDWH�LQVWDQFHV�DW�GLIIHUHQW�EUDQFKHV�LQ�WKH�

*7$��ZRUNHUV�UHOD\HG�VWRULHV�DERXW�KRZ�WKHLU�PDQDJHUV�KDG�H[SOLFLWO\�RYHU�UXOHG�WKHP�

DQG�VLGHG�ZLWK�WKH�FXVWRPHU�RQ�LVVXHV�WKDW�WKH\�IHOW�ZHUH�VWUDLJKWIRUZDUG��)RU�LQVWDQFH��

1LQD��FLWHG�DW�WKH�VWDUW�RI�WKH�FKDSWHU��GLVFXVVHG�KRZ�KHU�PDQDJHU�ZRXOG�VRPHWLPHV�VLGH�

ZLWK�WKH�FXVWRPHU�LQ�D�GLVSXWH��HYHQ�ZKHQ�LW�VSHFLILFDOO\�ZHQW�GLUHFWO\�DJDLQVW�

RUJDQL]DWLRQDO�SROLF\��6KH�VD\V���
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$QG�,�GLG�QRW�IHHO�SURSHUO\�EDFNHG�XS��<HDK��,�PHDQ��,�ZRXOG�JHW�XQGHUPLQHG��

$QG�,�Kad a client say to my manager, “:HOO��LI�you hired competent employees.” 

And I was like, “oh god!” I was like, “I’m going to quit on the spot!”�%HFDXVH��

KRZ�GDUH�\RX�OHW�VRPHERG\�VD\�WKDW��

%HFDXVH�WKH\�KDYH�SRZHU�WR�RYHUUXOH�UXOHV�DQG�UHJXODWLRQV��PDQDJHUV�VRPHWLPHV�SODFH�

WKH�QHHGV�RI�FXVWRPHUV�DERYH�WKRVH�RI�WKH�RUJDQL]DWLRQ��$V�LQGLFDWHG�E\�WKH�TXRWDWLRQ�

DERYH��WKLV�FDQ�KDYH�GHYDVWDWLQJ�HIIHFWV�RQ�ZRUNHUV�ZKR�H[SHULHQFH�WKH�FRPELQHG�

SUHVVXUHV�RI�FXVWRPHU�SRZHU�DQG�PDQDJHULDO�DXWKRULW\��,W�DOVR�VKRZV�KRZ�PDQDJHULDO�

SRZHU�FDQ�ZRUN�LQ�FRQMXQFWLRQ�ZLWK�FXVWRPHU�SRZHU��

� $�FRQVLGHUDWLRQ�RI�WKH�SRVLWLRQV�RI�ZRUNHUV��PDQDJHUV��DQG�FXVWRPHUV�ZLWKLQ�

FRQWURO�PHFKDQLVPV�GHPRQVWUDWHV�WKDW�ERWK�PDQDJHUV�DQG�FXVWRPHUV�FDQ�KDYH�YDU\LQJ�

GHJUHHV�RI�SRZHU�RYHU�WKH�ODERXU�SURFHVV�RI�ZRUNHUV��:KLOH�PDQDJHU�GRPLQDQW�FRQWURO�LV�

WKH�PRVW�FRPPRQ�SDWWHUQ�ZLWKLQ�WKH�VHUYLFH�WULDQJOH��WKH�JURZLQJ�SRZHU�RI�WKH�FXVWRPHU�

�SDUWLFXODUO\�WKURXJK�FXVWRPHU�OR\DOW\�VFRUHV��KDV�SURPSWHG�FXVWRPHU�GRPLQDQW�DQG�

PDQDJHU�FXVWRPHU�SDWWHUQV�RI�FRQWURO�WR�HPHUJH�DV�ZHOO��6LJQLILFDQWO\��WKLV�ZRUNHU�

PDQDJHU�FXVWRPHU�WULDQJXODU�PRGHO�RI�FRQWURO�LV�EXLOW�WKURXJK�LQWHUDFWLRQ��DQG�

FROODERUDWLRQ��EHWZHHQ�WKHVH�WKUHH�JURXSV��$W�WKH�VDPH�WLPH��WKH�VKLIWLQJ�SRVLWLRQV�RI�

ZRUNHUV��PDQDJHUV��DQG�FXVWRPHUV�SDUWLFLSDWLQJ�LQ�YDULRXV�FRQWURO�PHFKDQLVPV�SURYLGHV�

VXSSRUW�IRU�D�IOH[LEOH�VHUYLFH�WULDQJOH���

�

ϰ͘ϯ͘Ϯ�tŽƌŬĞƌͲĐĞŶƚĞƌĞĚ�ĐŽŶƚƌŽů�
�
$Q�LQFUHDVLQJ�QXPEHU�RI�FRQWURO�PHFKDQLVPV�DW�7KH�%DQN�UHTXLUH�ZRUNHU�SDUWLFLSDWLRQ�

DQG�VRPH�GHJUHH�RI�LQWHUDFWLRQ�EHWZHHQ�ZRUNHUV�DQG�FXVWRPHUV��DQG�ZRUNHUV�DQG�
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PDQDJHUV��)LJXUH�����IRFXVHV�RQ�WKUHH�VSHFLILF�W\SHV�RI�ZRUNHU�FHQWHUHG�FRQWURO��7<&V��

customer loyalty “check�ups”, and outbound cusWRPHU�FDOOV��,Q�HDFK�RI�WKHVH�FDVHV�WKH�

ZRUNHU�LV�FHQWUDO�WR�HLWKHU�SURGXFLQJ�RU�HQDFWLQJ�WKH�FRQWURO�PHFKDQLVP��

7<&V��IRU�H[DPSOH��DUH�KDQG�ZULWWHQ�E\�ZRUNHUV��<HW��WKHLU�FUHDWLRQ�LV�GHSHQGHQW�

upon a worker having a “successful” interaction with a customer. Here, success for the 

ZRUNHU�LV�PHDVXUHG�E\�KLV�KHU�DELOLW\�WR�JHW�WKH�FXVWRPHU�WR�UHYHDO�VRPHWKLQJ�DERXW�

KLP�KHUVHOI�WKDW�LV�SHUVRQDO�LQ�QDWXUH��QRQ�EXVLQHVV�UHODWHG��DQG�DSSURSULDWH�IRU�EHLQJ�

LQFOXGHG�LQ�D�7<&��&RSLHV�RI�WKH�FDUG�DUH�WKHQ�VHQW�LQ�WZR�GLUHFWLRQV��WR�WKH�FXVWRPHU�IRU�

LQWHUSUHWDWLRQ��DQG�SHUKDSV�LQIRUPDO�HYDOXDWLRQ�RU�IHHGEDFN��DQG�WR�WKH�PDQDJHU�IRU�

LQWHUSUHWDWLRQ�DQG�IRUPDO�HYDOXDWLRQ��7KH�7<&�LV��WKHQ��GHSHQGHQW�RQ�D�WZR�ZD\�

LQWHUDFWLRQ�EHWZHHQ�ZRUNHU�DQG�FXVWRPHU��DQG�SURGXFHV�D�VXEVHTXHQW�WZR�ZD\�HQFRXQWHU�

ZLWK�ERWK�PDQDJHU�DQG�FXVWRPHU���

Figure 4.7 presents a copy of a “good” TYC that was sent�WR�WKH�FXVWRPHU�EXW�DOVR�

submitted to the worker’s manager to be entered into a “team” TYC contest. With this 

7<&��WKH�LQGLYLGXDO�ZKR�FUHDWHG�LW�LV�ZRUNLQJ�WR�GHYHORS�WZR�UHODWLRQVKLSV��7KH�ILUVW��

ZLWK�WKH�FXVWRPHU��LV�EDVHG�RQ�WKH�HYHQW�RI�D�QHZERUQ�EDE\�FRPLQJ�LQWR�WKH�IDPLO\��7KH�

worker writes, “Please let me know when the baby is born!” to help cultivate an ongoing, 

SHUVRQDO�UHODWLRQVKLS�ZLWK�WKLV�SDUWLFXODU�FXVWRPHU��+RZHYHU��WKH�FDUG�DOVR�VXSSRUWV�D�

VHFRQG�UHODWLRQVKLS—WKDW�RI�WKH�ZRUNHU�DQG�KLV�KHU�PDQDJHU��ZKHUH�WKH�FRQWHQW�RI�WKH�

7<&�LV�DQDO\]HG�DQG�XVHG�WR�UDQN�WKH�ZRUNHU�DJDLQVW�KLV�KHU�FR�ZRUNHUV��)URP�

management’s perspective, this card does well in that it does not discuss business at all, 

DQG�GHPRQVWUDWHV�WKDW�WKH�ZRUNHU�ZDV�DEOH�WR�VXFFHVVIXOO\�HQJDJH�LQ�D�SHUVRQDO�

FRQYHUVDWLRQ�ZLWK�WKH�FXVWRPHU���
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$OWKRXJK�RXWJRLQJ�FDOOV�DQG�FXVWRPHU�OR\DOW\�FKHFN�XSV�GR�QRW�SURGXFH�WKH�VDPH�

W\SH�RI�RUJDQL]DWLRQDO�DUWLIDFW�DV�D�7<&��WKH\�GR�UHTXLUH�WKH�ZRUNHU�WR�WDNH�LQVWUXFWLRQV�

IURP�PDQDJHPHQW��HQJDJH�ZRUNHUV�LQ�VXFFHVVIXO�RU�SURGXFWLYH�FRQYHUVDWLRQV��DQG�

LQWHUSUHW�IHHGEDFN�IURP�WKHP��6LJQLILFDQWO\��LQ�HDFK�RI�WKHVH�FDVHV�ZRUNHUV�PXVW�HQJDJH�

WKH�FXVWRPHU�DQG�SHUIRUP�VRPH�GHJUHH�RI�HPRWLRQDO�ODERXU��+RZHYHU��EHFDXVH�WKH\�DUH�

ZRUNHU�GULYHQ—DQG�RFFXU�RXWVLGH�RI�PDQDgement’s view—ZRUNHUV�GR�HQMR\�VRPH�

GHJUHH�RI�FRQWURO�RYHU�WKH�SURFHVV��)RU�LQVWDQFH��WKH�FRQWHQW�IRU�7<&V�DQG�FXVWRPHU�

FKHFN�XSV�LV�UHODWLYHO\�XQVWUXFWXUHG��ZLWK�ZRUNHUV�DVVHVVHG�E\�PDQDJHUV�DIWHU�WKH\�KDYH�

HQJDJHG�FXVWRPHUV�ZLWK�FDUGV�RU�WHOHSKRQH�FDOOV��DV�RSSRVHG�WR�LQ�WKH�PRPHQW�ZLWK�GLUHFW�

REVHUYDWLRQ���
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Figure ͺ.7: ǲHaving a babyǳ TYC�

�

7KHUHIRUH��ZLWK�ZRUNHUV�LQFUHDVLQJO\�DW�WKH�FHQWUH�RI�FRQWURO�PHFKDQLVPV�DW�7KH�

%DQN��LPSRUWDQW�TXHVWLRQV�UHODWHG�WR�DJHQF\�HPHUJH��)LUVW��LI�ZRUNHUV�WKHPVHOYHV�SOD\�WKH�

SLYRWDO�UROH�LQ�H[HFXWLQJ�YDULRXV�SURFHVVHV�RI�FRQWURO��DUH�WKHUH��QHZ��ZD\V�WKH\�FDQ�
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GHPRQVWUDWH�UHVLVWDQFH�WR�FRQWURO��VHH�VHFWLRQ���������EHORZ�"�6HFRQG��JLYHQ�WKDW�FRQWURO�

PHFKDQLVPV�VXFK�DV�7<&V��GLUHFW�REVHUYDWLRQ��DQG�FXVWRPHU�OR\DOW\�FKHFN�XSV�GHSHQG�WR�

VRPH�H[WHQW�RQ�ZRUNHUV�HQJDJLQJ�WKHLU�HPRWLRQV�DQG�SHUIRUPLQJ�HPRWLRQDO�ODERXU��GRHV�

WKH�IDFW�WKDW�ZRUNHUV�KDYH�VRPH�DJHQF\�LQ�KRZ�WKH\�QHJRWLDWH�FRQWURO�PHFKDQLVPV�LPSDFW�

KRZ�WKH\�GR�VR"�&KDSWHU���DGGUHVVHV�WKLV�TXHVWLRQ�E\�LQYHVWLJDWLQJ�KRZ�ZRUNHUV�SHUIRUP�

HPRWLRQDO�ODERXU�LQ�RUGHU�WR�PHHW�WKH�GHPDQGV�RU�PDQDJHUV�DQG�RU�FXVWRPHUV��

� �

ͶǤ͵ǤʹǤͳ�����ǣ���������������������������ǫ�
�
7KH�IOH[LEOH�QDWXUH�RI�WKH�VHUYLFH�WULDQgle is reinforced by the worker’s critical position in 

WKH��UH�SURGXFWLRQ�RI�FRQWURO�PHFKDQLVPV��$V�GLVFXVVHG�DERYH��LQ�SOD\LQJ�DQ�DFWLYH�UROH�

LQ�WKH�FUHDWLRQ�RI�FRQWURO�PHFKDQLVPV—VXFK�DV�WKH�7<&V—ZRUNHUV�H[KLELW�OLPLWHG�

DJHQF\�RYHU�WKH�FRQWURO�SURFHVV�DQG��FRQVHTXHQWO\��KDYH�WKH�FDSDFLW\�WR�UHVLVW�DV�ZHOO��

6LQFH�WKH\�SURGXFH�7<&V�RXWVLGH�RI�WKH�ZRUNHU�FXVWRPHU�DQG�ZRUNHU�PDQDJHU�

UHODWLRQVKLS��ZRUNHUV�KDYH�WKH�RSSortunity to create fabricated (“fake”��FDUGV�DQG�VXEPLW�

WKHP�WR�PDQDJHPHQW�IRU�UHYLHZ��+HUH��7<&V�DUH�ZULWWHQ�EDVHG�RQ�LPDJLQDU\�FXVWRPHU�

LQWHUDFWLRQV��ZKHUH�ZRUNHUV�XVH�WKHLU�FUHDWLYLW\�WR�IDEULFDWH�FRQYHUVDWLRQV�WKDW�QHYHU�WRRN�

SODFH��7KHUH�LV�DOZD\V�D�ULVN��KRZHYHU��WKDW�PDQDJHUV�FRXOG�IROORZ�XS�ZLWK�FXVWRPHUV�

DERXW�D�7<&�RQO\�WR�GLVFRYHU�WKH\�QHYHU�UHFHLYHG�RQH��

$OWKRXJK�IHZ�SDUWicipants had much to say about “fake”�7<&V�GXULQJ�UHFRUGHG�

LQWHUYLHZV��LQIRUPDO�FRQYHUVDWLRQV�ZLWK�UHVHDUFK�SDUWLFLSDQWV�LQGLFDWHG�WKDW�WKLV�ZDV�IDLUO\�

FRPPRQ�SUDFWLFH��3DUWLFXODUO\�SUREOHPDWLF�IRU�PDQ\�RI�WKHVH�ZRUNHUV�LV�WKH�IDFW�WKDW�

while management rewards the “best cards”�ZLWK�SXEOLF�UHFRJQLWLRQ��D�EHWWHU�FKDQFH�DW�DQ�

H[FHOOHQW�SHUIRUPDQFH�UHYLHZ�DQG�HYHQ�JLIW�FDUGV��PDQ\�RI�WKHVH�FDUGV�FRXOG�EH�
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IDEULFDWHG��$V�6DUD��D�&62��indicated: “And I’m ceUWDLQ�WKDW�D�ORW�RI�SHRSOH�MXVW—DQG�

I’vH�EHHQ�WROG�E\�FHUWDLQ�SHRSOH—What they don’t�even… They make it up!”�&RQIURQWLQJ�

D�TXHVWLRQ�DERXW�VHQGLQJ�IDEULFDWHG�FDUGV�RXW�LQ�WKH�PDLO�WR�FXVWRPHUV��6DUD�FRQWLQXHG��

‘Or maybe they don’t send it… Yes. And not only that, but it could bH�D�IDNH�RQH�DQG�

you’re getting a Tim Horton’s card! [laughs]. I just don’t get it. I don’t get it. Isn’t that 

crazy?’ These letters also have the potential to cause conflict for other workers frustrated 

E\�D�ODFN�RI�UHFRJQLWLRQ�IRU�WKHLU�RZQ�FDUGV��$QRWKHU�FRPPHUFLDO�ZRUNHU�DUJXHG��

Why is it that in a year [pause] with 40 letters? I’m doing what’s expected. I know 

my letters are as good, if not better, than most. Yet I’ve never had the opportunity 

to have my letter recognized. Like, I don’t really need a pDW�RQ�WKH�KHDG�IRU�PDQ\�

RI�WKH�WKLQJV�WKDW�,�GR��EXW��RQFH�LQ�D�ZKLOH�LW�ZRXOG�EH�QLFH����$QG�,�KDYH�SHRSOH�

on the floor as me, “Well, you must have had a shitty letter this month.” [laughs]. 

Like, that… I know that sounds stupid, but, I’m good. I’m good wLWK�WKH�OHWWHUV�

and yet there’s no recognition for that. �0HJDQ��

2Q�WKH�VXUIDFH��ZRUNHU�UHVLVWDQFH�WKURXJK�WKH�SURGXFWLRQ�RI�IDEULFDWHG�7<&V�UHVHPEOHV�D�

PDQDJHU�ZRUNHU�DOOLDQFH��ZRUNHUV�ZULWH�WKH�NLQGV�RI�7<&V�WKDW�PDQDJHPHQW�ZDQWV�WR�

UHDG�EDVHG�RQ�WKH�W\SHV�RI�LQWHUDFWLRQV�ZLWK�FXVWRPHUV�WKDW�PDQDJHPHQW�ZDQWV�WR�REVHUYH��

8QGHUQHDWK��KRZHYHU��LW�UHSUHVHQWV�D�IXQGDPHQWDO�EUHDNGRZQ�LQ�WKH�ZRUNHU�PDQDJHU�

UHODWLRQVKLS��ZLWK�ZRUNHUV�XVLQJ�WKHLU�DJHQF\�WR�VXEYHUW�D�FXVWRPHU�UHODWHG�FRQWURO�

PHFKDQLVP���

0RWLYDWLRQV�IRU�VXEPLWWLQJ�IDEULFDWHG�7<&V�WR�PDQDJHUV�GLIIHU��,�VKRXOG�QRWH�WKDW�

ZKLOH�QR�SDUWLFLSDQWV�DGPLWWHG�WR�PDNLQJ�XS�7<&V��D�QXPEHU�VSHFXODWHG�WKDW�FR�ZRUNHUV�

“fake”�7<&V�LQ�RUGHU�WR�DYRLG�KDYLQJ�FRQYHUVDWLRQV�ZLWK�FXVWRPHUV�WKDW�PLJKW�WKUHDWHQ�
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WKHLU�UHODWLRQVKLSV��7KH�DVVXPSWLRQ�LV�WKDW�HQJDJLQJ�LQ�HPRWLRQDO�ODERXU�DQG�DSSHDULQJ�

LQDXWKHQWLF�WR�FXVWRPHUV�PLJKW�IXQGDPHQWDOO\�GDPDJH�WKRVH�UHODWLRQVKLSV��:KDW�LV�FOHDU�

LV�WKDW�ZLWKLQ�D�VHUYLFH�WULDQJOH�IUDPHZRUN��ZRUNHUV�KDYH�VRPH�DJHQF\�DQG��GHSHQGLQJ�RQ�

WKHLU�DSSURDFK�WR�FXVWRPHU�UHODWHG�FRQWURO�PHFKDQLVPV�DQG�FXVWRPHU�LQWHUDFWLRQV��WKH\�

FDQ�VKLIW�WKHLU�LQWHUHVWV�WR�DOLJQ�ZLWK�PDQDJHUV�RU�FXVWRPHUV����

�

ϰ͘ϱ��ŽŶĐůƵƐŝŽŶ�
�
7KLV�FKDSWHU�KDV�EHJXQ�WR�XQSDFN�KRZ�WKH�HPHUJHQFH�RI�WKH�WULDQJOH�RI�SRZHU�LPSDFWV�WKH�

ODERXU�SURFHVV��DQG�ZRUNHUV��RQ�D�GD\�WR�GD\�EDVLV��6SHFLILFDOO\��,�KDYH�H[DPLQHG�KRZ�

FRQWURO�RSHUDWHV�ZLWKLQ�WKH�WULDQJOH��VWUHVVLQJ�KRZ�WKH�H[WHQW�WR�ZKLFK�ZRUNHUV�SDUWLFLSDWH�

LQ�FRQWURO�PHFKDQLVPV�KDV�DQ�HIIHFW�RQ�KRZ�SRZHU�IXQFWLRQV��,�DGYDQFH�P\�FRQFHSW�RI�

WKH�IOH[LEOH�WULDQJOH�RI�SRZHU�E\�LGHQWLI\LQJ�WKH�RUJDQL]DWLRQDO�FRQWH[WV�ZKHUH�PDQDJHUV�

RU�FXVWRPHUV�H[HUFLVH�SRZHU�RYHU�ZRUNHUV�DQG�LQIOXHQFH�KRZ�ZRUNHUV�DSSURDFK�WKHLU�

MREV��7KHUHIRUH��LQ�D�WULDQJXODU�PRGHO�RI�FRQWURO��DV�ZRUNHUV�DOLJQ�WKHLU�LQWHUHVWV�ZLWK�

PDQDJHUV�DQG�RU�FXVWRPHUV��ZH�VHH�PDQDJHU�GRPLQDQW��FXVWRPHU�GRPLQDQW��DQG�

PDQDJHU�FXVWRPHU�IRUPV�HPHUJLQJ���

� :LWK�ZRUNHUV�LQFUHDVLQJO\�DW�WKH�FHQWUH�RI�FRQWURO�PHFKDQLVPV��ZH�VHH�WKDW�WKH\��

WRR��SOD\�D�VLJQLILFDQW�UROH�LQ�KRZ�HIIHFWLYHO\�WKHVH�PHFKDQLVPV�DUH�SXW�LQWR�SODFH��+HUH��

WZR�SRLQWV�QHHG�WR�EH�XQGHUOLQHG��)LUVW��DV�ZLWK�7<&V��LI�ZRUNHUV�DUH�HVVHQWLDO�WR�FUHDWLQJ��

RU�UHSURGXFLQJ��RUJDQL]DWLRQDO�LQLWLDWLYHV�WKDW�VHUYH�WR�FRQVWULFW�KRZ�WKH\�HQJDJH�DQG�

LQWHUDFW�ZLWK�FXVWRPHUV��WKH\�PD\�FKRRVH�WR�DOWHU�KRZ�WKH\�SXW�WKHVH�FRQWURO�PHFKDQLVPV�

LQWR�SUDFWLFH��7KLV�FRXOG�PHDQ�UHIXVLQJ�WR�DGRSW�DQ�LQVWUXPHQWDO�DSSURDFK�WR�FXVWRPHU�

LQWHUDFWLRQV�RU��LQ�H[WUHPH�FDVHV��SHUIRUPLQJ�PRUH�VHULRXV�DFWV�RI�UHVLVWDQFH��VXFK�DV�
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IDEULFDWLQJ�7<&V���7KH�SRLQW�KHUH�LV�WKDW�SDUWLFLSDWLQJ�LQ�D�WULDQJXODU�HPSOR\PHQW�

UHODWLRQVKLS��ZLWK�PDQDJHUV�DQG�FXVWRPHUV�KDYLQJ�SRZHU��LQVWHDG�RI�D�VWDQGDUG�

HPSOR\PHQW�UHODWLRQVKLS��ZKHUH�PDQDJHUV�KDYH�FOHDU�SRZHU�DQG�DXWKRULW\�RYHU�ZRUNHUV��

PD\�DOORZ�LQGLYLGXDOV�WR�PRUH�HDVLO\�H[KLELW�DJHQF\�DW�ZRUN��

� 6HFRQG��LW�LV�LPSRUWDQW�WR�FRQVLGHU�KRZ�SDUWLFLSDWLQJ�LQ�FRQWURO�LQ�WKH�VHUYLFH�

WULDQJOH�RIWHQ�UHTXLUHV�ZRUNHUV�WR�SHUIRUP�HPRWLRQDO�ODERXU��7KLV�LV�WUXH�RI�WUDGLWLRQDO�

“sales” roles at 7KH�%DQN��H�J���&50V���DV�ZHOO�DV�EDFN�URRP�RFFXSDWLRQV��:LWK�

PDQDJHPHQW�ORRNLQJ�IRU�ZD\V�WR�FRQWURO�ZRUNHU�FXVWRPHU�LQWHUDFWLRQV�VR�WKDW�ZRUNHUV�

can develop loyal relationships with customers based on “personal connections”��WKH�

VXEMHFWLYH�GD\�WR�GD\�H[SHULHQFH�RI�ZRUN�IRU�LQWHUDFWLYH�VHUYLFH�SURYLGHUV�LV�ERXQG�WR�EH�

DIIHFWHG��,Q�SDUWLFXODU��WKH�FDSDFLW\�IRU�ZRUNHUV�WR�EH�DXWKHQWLF�DQG�JHQXLQH�LQ�WKHLU�

LQWHUDFWLRQV�ZLWK�FXVWRPHUV�PD\�EH�FKDOOHQJHG��7KHVH�TXHVWLRQV�FRQFHUQLQJ�HPRWLRQ�

PDQDJHPHQW�DQG�DXWKHQWLFLW\�LQ�WKH�WULDQJOH�RI�SRZHU�DUH�WDNHQ�XS�FDUHIXOO\�LQ�&KDSWHU�����
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Chapteƌ ϱ: EŵotioŶ, autheŶtiĐitǇ, aŶd shiftiŶg alliaŶĐes iŶ the 
fleǆiďle seƌǀiĐe tƌiaŶgle�
�
�

“It’s just kind of about helping the clients and talking to them. You get to know 
WKHLU�IDPLOLHV��WKHLU�URRWV��<RX�JHW�WR�NQRZ�WKHLU�EXVLQHVV��$QG�\RX�JHW�WR�UHDOO\�
NQRZ�Whem.” (Marilyn, financial services manager) �
�
�
“No, I believe thank you cards are great. Believe me. I mean, if it’s sincere. If you 
KRQHVWO\�JHW�D�WKDQN�\RX�FDUG�IURP�VRPHRQH�\RX�DUH�EORZQ�DZD\��<RX�WKLQN��
‘Wow, that was so nice.’ When someone is really nLFH��\RX�NQRZ�LW��<RX�MXVW�IHHO�
it. And you feel good about it.” (Sara, commercial services officer)�
�
�
“But, the amount of pressure that they put on their employees, it makes it hard. To 
EH�KRQHVW��HYHU\�WLPH�WKH�GRRUV�RSHQ�DW�WKH�EUDQFK�\RX�KDYH�WR�SXW�RQ�a show. It’s 
like we are in a theatre. It’s like, ‘Oh, we have to wow the customer.’ We have to 
amaze them, and stuff like that.” (James, financial services coordinator)�

�

ϱ͘ϭ�/ŶƚƌŽĚƵĐƚŝŽŶ�
�
(PRWLRQ�ZRUN�KDV�ORQJ�SOD\HG�DQ�LQWHJUDO�SDUW�LQ�VHUYLFH�ZRUN��VHH�$VKIRUWK�DQG�

+XPSKUH\��������/HLGQHU���������LQFOXGLQJ�EDQNLQJ��VHH�:KDUWRQ��������)RUVHWK���������

'XULQJ�P\�HPSOR\PHQW�WHQXUH�DW�7KH�%DQN��DOWKRXJK�WKHUH�ZDV�QR�VSHFLILF�WDON�DERXW�

developing “emotional connections” with customers (something that came later), it was 

IDLUO\�REYLRXV�WKDW�WKH�PDMRULW\�RI�P\�FR�ZRUNHUV�LQ�WKH�FXVWRPHU�VHUYLFH�UHSUHVHQWDWLYH�

�&65��OLQH�RU�DW�WKH�FRPPHUFLDO�VHUYLFHV�RSHUDWRU��&62��GHVN�HQJDJHG�LQ�HPRWLRQ�ZRUN�

GXULQJ�WKHLU�LQWHUDFWLRQV�ZLWK�FXVWRPHUV��0RUHRYHU��ZKLOH�P\�FR�ZRUNHUV�XQGRXEWHGO\�

performed “emotional labour” (Hochschild, 1983) with customers, in this non�VDOHV�

RULHQWHG��ORZHU�SUHVVXUH�HUD�RI�VHUYLFH�RYHU�VDOHV��LW�VHHPHG�WKDW�WKHLU�UHODWLRQVKLSV�ZLWK�

FXVWRPHUV�ZHUH�RIWHQ�EDVHG�RQ�JHQXLQH�RU�DXWKHQWLF�LQWHUDFWLRQV��$V�VHUYLFH�SURYLGHUV��

WKHVH�IURQW�OLQH�DQG�EDFN�URRP�ZRUNHUV�WRRN�SULGH�LQ�EHLQJ�UHOLDEOH��NQRZOHGJHDEOH��
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IULHQGO\��DQG�WUXVWZRUWK\�LQ�WKHLU�UHODWLRQVKLSV�ZLWK�FXVWRPHUV��(QJDJLQJ�WKHLU�HPRWLRQV�

DV�SDUW�RI�WKHLU�ZRUN�ZDV�RIWHQ�DQ�HVVHQWLDO�FRPSRQHQW�WR�GHYHORSLQJ�WKHVH�UHODWLRQVKLSV���

)RU�LQVWDQFH��ZKLOH�ZRUNLQJ�DW�D�VXEXUEDQ�EUDQFK�DV�D�VXPPHU�VWXGHQW�LQ�WKH�PLG�

����V��,�REVHUYHG�KRZ�P\�FR�ZRUNHUV�ZRXOG�MRNH�DURXQG�ZLWK�FXVWRPHUV��DQG�HYHQ�FRPH�

DURXQG�WKH�FRXQWHU�WR�JLYH�VRPH�RI�WKHP�KXJV��6RPH�RI�P\�FR�ZRUNHUV��LQFOXGLQJ�&65V�

DQG�ILQDQFLDO�VHUYLFHV�PDQDJHUV��ZRXOG�TXLWH�IUHTXHQWO\�JR�RXW�IRU�GULQNV�RU�GLQQHUV�ZLWK�

FXVWRPHUV�DIWHU�ZRUN��2QH�RI�P\�FR�ZRUNHUV�ZRXOG�VRPHWLPHV�NQLW�LWHPV�IRU�FXVWRPHUV�

and accept gifts of used children’s clothing from customers for her daughter. In the last 

IHZ�\HDUV�RI�WKH�����V�DV�,�ZRUNHG�PRUH�RIWHQ�DV�D�&62��,�REVHUYHG�KRZ�ZRUNHUV�

GHYHORSHG�VWURQJ�WLHV�ZLWK�FXVWRPHUV�WKURXJK�IUHTXHQW�WHOHSKRQH�LQWHUDFWLRQV��WR�WKH�SRLQW�

where some CSOs were invited out to customers’ charity events, and many of my co�

ZRUNHUV�UHFHLYHG�UHJXODU�&KULVWPDV�JLIWV�IURP�FXVWRPHUV��2QH�FR�ZRUNHU�UHFHLYHG�D�ER[�

RI�&XEDQ�FLJDUV�HYHU\�'HFHPEHU��IRU�LQVWDQFH��7KH�LQWHUDFWLRQV�,�REVHUYHG�DV�D�&62�ZHUH�

GLIIHUHQW�WKDQ�WKH�EUDQFK�LQWHUDFWLRQV�LQ�WKDW�WKHUH�ZDV�UDUHO\�DQ\�SK\VLFDO�LQWHUDFWLRQ�

EHWZHHQ�ZRUNHU�DQG�FXVWRPHU��DV�WKH�YDVW�PDMRULW\�RI�WKHVH�UHODWLRQV�XQIROGHG�E\�

WHOHSKRQH�DQG�HPDLO���\HW��RYHU�D�QXPEHU�RI�ZHHNV��PRQWKV��RU�\HDUV�UHODWLRQVKLSV�RI�

YDU\LQJ�GHJUHHV�RI�FORVHQHVV�GLG�GHYHORS�EHWZHHQ�ZRUNHUV�DQG�FXVWRPHUV���

$V�RUJDQL]DWLRQDO�FKDQJH�LQYROYLQJ�WKH�FXVWRPHU�EHJDQ�VZHHSLQJ�WKURXJK�7KH�

%DQN�LQ�WKH�ODWH�����V��VHH�&KDSWHU����WKH�ZD\�WKDW�ZRUNHUV�ZHUH�UHTXLUHG�WR�PDQDJH�DQG�

QHJRWLDWH�WKHLU�HPRWLRQV�ZLWK�FXVWRPHUV�WUDQVIRUPHG��$V�GLVFXVVHG�LQ�WKH�SUHYLRXV�

FKDSWHU��QHZ�IRUPV�RI�SRVW�EXUHDXFUDWLF��FXVWRPHU�RULHQWHG�FRQWURO�HPHUJHG—OD\HUHG�

RYHUWRS�RI�PRUH�WUDGLWLRQDO�FRQWURO�PHWKRGV—ZLWK�PDQDJHUV�DQG�FXVWRPHUV�RSHUDWLQJ�

ZLWKLQ�D�VHUYLFH�WULDQJOH�FRQWH[W�DQG�H[KLELWLQJ�YDU\LQJ�GHJUHHV�RI�SRZHU�RYHU�ZRUNHUV��
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,Q�WKLV�FKDSWHU�,�EXLOG�RQ�P\�FRQFHSW�RI�WKH�IOH[LEOH�WULDQJOH�RI�SRZHU��LQWURGXFHG�LQ�

&KDSWHU����E\�H[SORULQJ�KRZ�WKH�VKLIWLQJ�SRZHU�UHODWLRQVKLSV��DQG�FRQWHVWV�IRU�FRQWURO��

EHWZHHQ�PDQDJHUV�DQG�FXVWRPHUV�KDYH�LPSDFWHG�WKH�VXEMHFWLYH�H[SHULHQFH�RI�ZRUN�IRU�

P\�SDUWLFLSDQWV��,Q�SDUWLFXODU��,�IRFXV�RQ�KRZ�ZRUNHUV�SDUWLFLSDWH�LQ�HPRWLRQ�ZRUN�LQ�WKH�

VHUYLFH�WULDQJOH��

,Q�SXVKLQJ�IRU�D�PRUH�FRPSUHKHQVLYH�DSSUHFLDWLRQ�RI�WKH�UROH�RI�WKH�FXVWRPHU��

.RUF]\QVNL�DQG�0DFGRQDOG��������ZULWH�WKDW�PRYLQJ�SDVW�WKH�ZRUNHU�PDQDJHU�G\DG�WR�D�

ZRUNHU�PDQDJHU�customer triangle “may necessitate a rethinking of such core sociology 

of work concepts as conflict, resistance, control and perhaps, by implication, class” (S������

A critical addition to this list is “subjective experience of the labour process”—D�WRSLF�

WKDW�KDV�EHHQ�IUHTXHQWO\�RYHUORRNHG�LQ�GHEDWHV�DERXW�WKH�ODERXU�SURFHVV�DQG�WKH�VHUYLFH�

WULDQJOH��$FFRUGLQJO\��,�DGGUHVV�VSHFLILF�UHVHDUFK�TXHVWLRQV�DERXW�WKH�QDWXUH�RI�WKH�VHUYLFH�

WULDQJOH�DQG�ZRUNHU�SDUWLFLSDWLRQ�LQ�HPRWLRQDO�ODERXU��)LUVW��WR�ZKDW�H[WHQW�GR�ZRUNHUV�

QHJRWLDWH�HPRWLRQV�LQ�WKHLU�LQWHUDFWLRQV�ZLWK�FXVWRPHUV"�6HFRQG��KDV�WKH�LQWURGXFWLRQ�RI�

FXVWRPHU�UHODWHG�FRQWURO�PHFKDQLVPV�DOWHUHG�WKH�ZD\�ZRUNHUV�DSSURDFK�DQG�XQGHUVWDQG�

WKHLU�LQWHUDFWLRQV�ZLWK�FXVWRPHUV"�)LQDOO\��KDV�SDUWLFLSDWLQJ�LQ�HPRWLRQ�ZRUN�LQ�WKH�

VHUYLFH�WULDQJOH�LPSDFWHG�WKH�FDSDFLW\�IRU�ZRUNHUV�WR�GHYHORS�DXWKHQWLF��RU�JHQXLQH��

LQWHUDFWLRQV�DQG�UHODWLRQVKLSV�ZLWK�FXVWRPHUV"�

%XLOGLQJ�RQ�P\�DQDO\VLV�RI�PDQDJHU�GRPLQDQW�DQG�FXVWRPHU�GRPLQDQW�FRQWURO�LQ�

Chapter 4, here I suggest that the service triangle is also flexible in terms of the worker’s 

DSSURDFK�WR�XVLQJ�DQG�PDQDJLQJ�HPRWLRQV��,�DUJXH�WKDW�GHSHQGLQJ�RQ�KRZ�ZRUNHUV�

FRQFHLYH�RI��DQG�DSSURDFK��WKHLU�LQWHUDFWLRQV�ZLWK�FXVWRPHUV—DV�HLWKHU�

LQVWUXPHQWDO�FRPPHUFLDO�LQ�QDWXUH��RU�EDVHG�RQ�D�FDULQJ�DSSURDFK—WKH�IOH[LEOH�VHUYLFH�
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WULDQJOH�WDNHV�VKDSH�LQ�DOWHUQDWH�ZRUNHU�PDQDJHU�DOOLDQFH�DQG�ZRUNHU�FXVWRPHU�DOOLDQFH�

IRUPV��$FFRUGLQJO\��ZLWKLQ�WKLV�IOH[LEOH�WULDQJOH�RI�SRZHU�ZRUNHUV�PD\�QHJRWLDWH�WKHLU�

HPRWLRQV�IRU�FRPPHUFLDO�RU�QRQ�FRPPHUFLDO�UHDVRQV��$W�WKH�VDPH�WLPH��WKRXJK��,�VWUHVV�

the extent to which workers’ interests relative to managers’ interests (representing 

FRPPHUFLDO�FRQFHSWLRQV�RI�WKH�ZRUNHU�customer relationship) and customers’ interests 

�UHSUHVHQWLQJ�WKH�QRQ�FRPPHUFLDO��FDULQJ�DSSURDFK�WR�ZRUNHU�FXVWRPHU�LQWHUDFWLRQV��DUH�

DOVR�IOH[LEOH��DQG�PD\�VKLIW�GHSHQGLQJ�RQ�D�QXPEHU�RI�IDFWRUV�VXFK�DV�WKH�RUJDQL]DWLRQDO�

VHWWLQJ�DQG�WKH�W\SH�V��RI�FRQWURO�JRYHUQLQJ�WKH�ZRUNHU�FXVWRPHU�LQWHUDFWLRQ��7KH�ODVW�

SRLQW�UHJDUGLQJ�FRQWURO�LV�VLJQLILFDQW��DV�,�GHPRQVWUDWH�KRZ�VRPH�RI�WKH�PRUH�SHUYDVLYH�

IRUPV�RI�FRQWURO�FDQ�KDYH�D�FRQVLGHUDEOH�LPSDFW�RQ�KRZ�ZRUNHUV�SDUWLFLSDWH�LQ�HPRWLRQ�

ZRUN�DQG��DW�WLPHV��H[SHULHQFH�D�GHWHULRUDWLRQ�LQ�WKHLU�UHODWLRQVKLSV�ZLWK�FXVWRPHUV��

PDUNHG�E\�IHHOLQJV�RI�LQDXWKHQWLFLW\��7R�DGGUHVV�WKHVH�LVVXHV�,�GUDZ�RQ�HPSLULFDO�GDWD�

UHODWHG�WR�WKH�WULDQJXODU�PRGHO�RI�FRQWURO�GLVFXVVHG�LQ�&KDSWHU����QRWDEO\��WKDQN�\RX�

FDUGV��PDQDJHULDO�REVHUYDWLRQ����

,Q�GHYHORSLQJ�P\�DUJXPHQWV�DERXW�HPRWLRQV—DQG�WKH�HPRWLRQDO�VKLIW—DW�7KH�

%DQN��,�ILUVW�DGGUHVV�UHOHYDQW�OLWHUDWXUH�DERXW�FRQFHSWXDOL]LQJ�HPRWLRQ�DQG�HPRWLRQDO�

ODERXU�LQ�VHUYLFH�RUJDQL]DWLRQV��1H[W��,�GHVFULEH�WKH�FKDUDFWHULVWLFV�RI�ERWK�WKH�ZRUNHU�

PDQDJHU�DOOLDQFH�DQG�WKH�ZRUNHU�FXVWRPHU�DOOLDQFH��7KHQ�,�RXWOLQH�WKH�IDFWRUV�ZKLFK�

VKDSH�WKH�VKLIWLQJ�SRVLWLRQV�WKDW�ZRUNHUV�FDQ�WDNH�ZLWKLQ�WKH�IOH[LEOH�VHUYLFH�WULDQJOH��

)LQDOO\��,�DGGUHVV�WKH�LVVXH�RI�DXWKHQWLFLW\�ZLWKLQ�WKH�VHUYLFH�WULDQJOH��IRFXVLQJ�

VSHFLILFDOO\�RQ�KRZ�WKH�IOH[LEOH�VHUYLFH�WULDQJOH�FDUULHV�FRQWURO�PHFKDQLVPV�ZKLFK�

FKDOOHQJH�WKH�FDSDFLW\�IRU�ZRUNHUV�WR�HQJDJH�LQ�DXWKHQWLF�LQWHUDFWLRQV�DQG�UHODWLRQVKLSV�

ZLWK�FXVWRPHUV���
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ϱ͘Ϯ��ŽŶĐĞƉƚƵĂůŝǌŝŶŐ�ĞŵŽƚŝŽŶ�ŝŶ�ƚŚĞ�ƚƌŝĂŶŐůĞ�ŽĨ�ƉŽǁĞƌ�
�
,Q�WKH�ILQDO�GHFDGHV�RI�WKH���WK�century, the topics “emotional labour” (Hochschild, 1983) 

and “interactive service work” (Leidner, 1993) emerged as productive frameworks for 

SXUVXLQJ�TXHVWLRQV�DERXW�KRZ�FXVWRPHUV�PD\�EH�UH�VKDSLQJ�WKH�ODERXU�SURFHVV��$V�

+RFKVFKLld wrote, “the management of feeling to create a publicly observable facial and 

bodily display, emotional labor is sold for a wage and therefore has exchange value” 

�������S������$�UHFHQW�VSHFLDO�LVVXH�RI�WKH�MRXUQDO�&XOWXUH�DQG�2UJDQL]DWLRQ�GHPRQVWUDWHV�

WKH�RQJRLQJ�UHOHYDQFH�RI�HPRWLRQDO�ODERXU�DV�D�FRQFHSW��+HUH��VFKRODUV�WDNH�WKH�FRQFHSW�

RI�HPRWLRQDO�ODERXU�DV�D�VWDUWLQJ�SRLQW�WR�DGGUHVV�D�GLYHUVH�UDQJH�RI�WRSLFV��LQFOXGLQJ�DQ�

H[DPLQDWLRQ�RI�WKH�FURVV�FXOWXUDO�FURVV�QDWLRQDO�GLPHQVLRQV�RI�HPRWLRQDOLVDWLRQ�DQG�

FRPPRGLILFDWLRQ��/RIJUHQ���������XVLQJ�HPRWLRQDO�ODERXU�WR�DQDO\]H�WKH�VXEMHFWLYH�

FROOHFWLYH�DVSHFWV�RI�ODERXU�SRZHU�LQ�WKH�ODERXU�SURFHVV��%URRN���������DQG�OLQNLQJ�

FRPPRGLILFDWLRQ�WR�WKH�VSUHDG�RI�MRE�DQG�UHODWLRQVKLS�LQVHFXULW\��3XJK���������$�

FRQVLGHUDWLRQ�RI�KRZ�HPRWLRQDO�ODERXU�DQG�HPRWLRQ�ZRUN�LV�QHJRWLDWHG�LQ�WKH�VHUYLFH�

WULDQJOH�UHPDLQV�PRVWO\�XQGHUGHYHORSHG�LQ�UHFHQW�OLWHUDWXUH�RQ�WKH�VXEMHFW���

Studies demonstrate that an individual’s approach to the customer can impact 

KLV�KHU�VXEMHFWLYH�H[SHULHQFH�RI�WKH�ODERXU�SURFHVV��(DUOLHU�UHVHDUFK�IURP�:KDUWRQ�

��������IRU�LQVWDQFH��KLJKOLJKWHG�KRZ�SHUIRUPLQJ�HPRWLRQDO�ODERXU�DW�ZRUN�KDV�YDULRXV�

effects on workers’ levels of emotional e[KDXVWLRQ�DQG�MRE�VDWLVIDFWLRQ��DV�ZHOO�DV�

LQFOXGLQJ�SRVLWLYH�LPSDFWV��GHSHQGLQJ�RQ�D�QXPEHU�RI�IDFWRUV��VXFK�DV�WKH�OHYHO�RI�

DXWRQRP\�LQGLYLGXDOV�KDYH�DW�ZRUN��WKHLU�FDSDFLW\�WR�VHOI�PRQLWRU�DW�ZRUN�DQG��

VLJQLILFDQWO\��WKHLU�JHQGHU��:RPHQ�JHQHUDOO\�UHSRUWHG�PRUH�SRVLWLYH�H[SHULHQFHV�

HQJDJLQJ�LQ�HPRWLRQDO�ODERXU�WKDQ�PHQ—VWHPPLQJ�IURP�GLIIHUHQFHV�LQ�WKH�JHQGHU�UROH�
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VRFLDOL]DWLRQ�RI�ZRPHQ�DQG�PHQ��:KDUWRQ���������0RUH�UHFHQW�UHVHDUFK�IURP�%ROWRQ�

�������DQG�%ROWRQ�DQG�+RXOLKDQ��������HPSKDVL]HV�WKDW�LQGLYLGXDOV�FDQ�H[KLELW�DJHQF\�LQ�

WKHLU�SHUIRUPDQFH�RI�HPRWLRQV�DV�SDUW�RI�Said employment. Instead of “docile service 

ZRUNHUV�RIIHULQJ��GH�SHUVRQDOL]HG�FDUH�DQG�DWWHQWLRQ�WR�VRPHWLPHV�DJJUHVVLYH�EXW�

otherwise not much more agential customers” (Bolton and Houlihan, 2005: 686), workers 

RIWHQ�GHYHORS�G\QDPLF�KXPDQ�UHODWLRQVKLSV�ZLWK�FXVWRPHUV�DQG�PDQDJHUV��%XLOGLQJ�XSRQ�

Bolton’s (2000) concept of emotion management, Cranford and Miller (2013) argue for a 

typology of emotion management that “distinguishes between emotional labour and 

HPRWLRQ�PDQDJHPHQW�EDVHG�RQ�QRQ�FRPPHUFLDO�PRWLYDWLons” (786). This perspective, 

DJDLQ��UHFRJQL]HV�DJHQF\�LQ�WKH�ODERXU�SURFHVV�DQG�GLIIHUHQWLDWHV�EHWZHHQ�WKH�YDULRXV�

PRWLYDWLRQV�WKDW�LQGLYLGXDO�ZRUNHUV�EULQJ�WR�VHUYLFH�HQFRXQWHUV��+HUH��KRZHYHU��HPSLULFDO�

UHVHDUFK�LV�QHHGHG�WR�FRQWLQXH�WR�EXLOG�D�EHWWHU�XQGHUVWDQGLQJ�RI�D�VSHFWUXP�RI�

DSSURDFKHV�ZRUNHUV�WDNH�WR�XVLQJ�HPRWLRQV�ZLWK�FXVWRPHUV��PRYLQJ�EH\RQG�D�FRPPHUFLDO�

�LQVWUXPHQWDO���QRQ�FRPPHUFLDO��FDULQJ��GLFKRWRP\��

7KH�PHWKRGV�RUJDQL]DWLRQV�KDYH�HPSOR\HG�WR�FRQWURO�ZRUNHU�FXVWRPHU�

LQWHUDFWLRQV��DQG�HQFRXUDJH�ZRUNHUV�WR�HQJDJH�LQ�HPRWLRQDO�ODERXU��KDYH�EHHQ�VWXGLHG�

TXLWH�UHJXODUO\�LQ�WKH�SDVW��VHH��IRU�H[DPSOH��/HLGQHU��������������)LQHPDQ���������

)LQGLQJV�VKRZ�WKDW�WKH�JUHDWHU�WKH�JDS�EHWZHHQ�SHUIRUPHG�DQG�H[SHULHQFHG�HPRWLRQV��WKH�

PRUH�HPRWLRQDO�GLVVRQDQFH��RU�LQDXWKHQWLFLW\��DQ�LQGLYLGXDO�H[SHULHQFHV��)RU�LQVWDQFH��

(ULFNVRQ�DQG�:KDUWRQ��������FRQVLGHUHG�WKH�LPSOLFDWLRQV�RI�LQDXWKHQWLFLW\�DW�ZRUN�IRU�

PHQWDO�KHDOWK��DQG�IRXQG�WKDW�HPRWLRQDO�GLVVRQDQFH�ZDV�UHODWHG�WR�D�GHSUHVVHG�PRRG�

DPRQJVW�EDQNHUV�DQG�KRVSLWDO�ZRUNHUV��6LPLODUO\��0RUULV�DQG�)HOGPDQ��������LGHQWLILHG�

KRZ�HPRWLRQDO�GLVVRQDQFH�DIIHFWV�HPRWLRQDO�H[KDXVWLRQ�DQG�MRE�VDWLVIDFWLRQ�IRU�
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ZRUNHUV����,Q�DGGLWLRQ��.RUF]\QVNL��������H[DPLQHV�KRZ�ZRUNHUV�ZLWK�D�KLJK�HPRWLRQDO�

EHDULQJ�H[SHULHQFH�YDU\LQJ�VHQVHV�RI�DOLHQDWLRQ�LQ�ZRUNHU�FXVWRPHU�UHODWLRQV—GHSHQGLQJ�

RQ�LI�WKH�UHODWLRQVKLS�LV�PDUNHW�GULYHQ�RU�GULYHQ�E\�FDULQJ��.RUF]\QVNL�ZULWHV���

The service worker’s sense of alienation in relation to customers will be heavily 

LQIOXHQFHG�E\�WKH�VXEVWDQWLYH�QDWXUH�RI�WKH�HPRWLRQDO�EHDULQJ�HQDFWHG�E\�WKH�

ZRUNHU�WR�WKH�FXVWRPHU��+HUH��ZH�FDQ�WKLQN�RI�D�FRQWLQXXP�IURP�D�SXUHO\�

LQVWUXPHQWDO�DSSURDFK�WR�FXVWRPHUV�OHDGLQJ�WR�D�KLJK�VXEMHFWLYH�VHQVH�RI�

DOLHQDWLRQ�UHJDUGLQJ�WKH�FXVWRPHU��WR�D�FDULQJ�DSSURDFK�WR�FXVWRPHUV�OHDGLQJ�WR�

ORZ�OHYHOV�RI�DOLHQDWLRQ���������S��������

In Korczynski’s (2009) framework for workers’ subjective sense of alienation related to 

FXVWRPHU�LQWHUDFWLRQV��WKH�DXWKRU�DUJXHV�WKDW�LQIUHTXHQW�RU�RQH�RII�HQFRXQWHUV�ZLWK�

FXVWRPHUV�FRQWULEXWH�WR�WKH�SURGXFWLRQ�RI�KLJK�DOLHQDWLRQ�LQ�ZRUNHU�FXVWRPHU�UHODWLRQV��

ZKHUHDV�UHSHDWHG�FXVWRPHU�HQFRXQWHUV�WKDW�IRUP�UHODWLRQVKLSV�FRQWULEXWH�WR�ORZHU�OHYHOV�

RI�DOLHQDWLRQ—DQG�ORZHU�OHYHOV�RI�HPRWLRQDO�EHDULQJ�RQ�ZRUNHUV—LQ�ZRUNHU�FXVWRPHU�

UHODWLRQV��� Citing the work of Gutek (1995), Korczynski notes that relationships “happen 

in the context of an ongoing series of transactions in which a particular front line worker 

and particular customer become known to each other and continued interaction is 

expected in the future” (2009, p. 961). As a worker�customer “relationship” develops, 

�������������������������������������������������
���Additional studies of the period by Abraham (1998) and Wharton (1993) also 
addressed questions about emotional labour and authenticity.�
���6LPLODUO\��0DFGRQDld and Merrill (2009) employ the concept “emotional proletariat” 
ZKHQ�LGHQWLI\LQJ�WKRVH�ZKR�H[SHULHQFH�DOLHQDWLRQ�LQ�SHUIRUPLQJ�HPRWLRQDO�ODERXU�LQ�
VHUYLFH�ZRUN��
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both parties begin to relate to each other as “social beings”, as opposed to service 

provider/ service recipient (Korczynski, 2009, p.962).��  �

� More recently, Mirchandani (2012) added a second understanding of authenticity to 

the study of interactive service work. She writes, “when service providers and customers 

occupy different spatial, cultural, historical, and material landscapes, workers are not 

asked to be themselves but rather to emulate an ideal as imagined by their employers and 

customers” (4). Within the context of the service triangle, power differentials—

sometimes significant—exist between workers, managers, and customers which may 

require individuals to engage in this sort of authenticity work. However, as managers and 

customers can carry competing expectations for what is expected from an “ideal” service 

encounter, this authenticity work has the potential to be unstable and precarious, and 

leave workers uncertain as to how to interact with customers. Here, for instance, 

participants identified challenges with meeting demands from managers to use the “right” 

language in their interactions with customers—in either verbal or written form—and 

appearing authentic and genuine to customers (which they perceive customers value).�

� �

ϱ͘ϯ��ŵŽƚŝŽŶ�ĂŶĚ�ƐŚŝĨƚŝŶŐ�ĂůůŝĂŶĐĞƐ�ŝŶ�ƚŚĞ�ƐĞƌǀŝĐĞ�ƚƌŝĂŶŐůĞ�
�
In this section I build my analysis of the flexible service triangle by examining the impact 

of organizational change and the introduction of new methods of control at The Bank on 

the subjective experience of work for interactive service workers. Specifically, I question 

�������������������������������������������������
���Korczynski writes, “interactions as relationships are more likely to allow for the 
development of social embeddedness in the relations between worker and customer. A 
worker and a customer who have a socially embedded relationship will relate to each 
other as social beings beyond the narrow definition of roles prescribed by the labels 
‘worker’ and ‘customer’” (2009, p. 962).�
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if the layering of control mechanisms has altered how my participants approach their 

interactions with customers and engage in emotional labour. I extend my concept of the 

flexible service triangle by developing a model for interrogating the flexible position of 

the worker in relation to the manager and customer, questioning the circumstances under 

which workers alternately form “alliances” with managers or customers.�

� Regini et al. (1999a) describe a sales and performance�oriented shift in the latter 

part of the 20th century that had a dramatic impact on the international banking industry.�� 

In my study, while most of my participants understood that sales aspects have become 

increasingly central to their job descriptions and responsibilities, the only group of 

workers to really be called “salespeople” (by themselves and others) were the commercial 

relationship managers (CRMs). However, phrases such as “help them get the right 

product” or “help them make the right choice” characterize how many customer�facing 

CSRs, financial services coordinators (FSCs), and financial services managers (FSMs, in 

personal banking) understand their position related to customers. Here, traditional 

service�oriented approaches to the customer have been over�layered with an emphasis on 

sales. Yet, in the commercial area, CSOs often stressed the “support�ive” aspects of their 

roles, noting that they are responsive to customer and co�worker requests, and perform 

transactional banking accordingly. Asked about how they conceive of their relationship to 

customers, most of my participants identified in some way as a “helper”. As skilled and 

knowledgeable “experts” in their roles, CSRs, FSCs and FSMs on the personal side and 

CSOs on the commercial side have product and market knowledge that is essential to 

�������������������������������������������������
���Regini et al.’s From Tellers to Sellers (1999a) provides case studies from countries 
such as the UK, Italy, the Netherlands, New Zealand, and Spain, building an argument 
about the growing competition and insecurity experienced by front line service workers 
in the banking sector.�
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their ability to offer helpful advice and quality service to customers. According to 

Marilyn, a former CSR in an urban branch (cited at the start of the chapter): “It’s just 

kind of about helping the clients and talking to them. You get to know their families, their 

roots. You get to know their business. And you get to really know them.” �

� Of course, with interactions with customers that are increasingly controlled and 

structured around sales and customer loyalty targets, it has become more difficult for 

workers to offer genuine help and advice to customers. As a past CSR in a suburban 

community indicated: “[As a CSR] it would be the same customer all the time. So the 

interactions were more intimate. Better. You become like best friends with all of the 

customers” (Donovan). This young, male participant compared his interactions with 

customers as a CSR at a suburban branch to how he interacted with customers as an FSC 

at Toronto’s main branch. Donovan left the suburban branch for a small promotion and 

the perceived career opportunities that the main branch had to offer, but nonetheless 

identified challenges with genuinely connecting with customers downtown and finding 

job satisfaction in helping customers address their needs. In section 5.3.1, below, I return 

to Donovan and his observations about how working at the main branch—and meeting 

more intense sales targets—requires some emotional disconnect and the ability to “put on 

a show” and “fake it” for customers and managers. �

� Figure 5.1 helps to unpack the instrumental/caring dichotomy within the context 

of the service triangle. It depicts the two main forms the flexible service triangle takes for 

workers participating in emotional labour with customers at The Bank. When adopting an 

instrumental or commercialized approach to the customer—and being induced by 

manager power—workers align themselves with the interests of managers, with 
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customers out as a third party. The blue triangle within Figure 5.1 represents this 

manager�worker alliance triangle. With workers acting more explicitly on behalf of 

managers, and taking an instrumental approach to their interactions with customers, there 

is a greater likelihood for workers to experience inauthenticity in these service 

encounters. �

Alternatively, the red triangle represents individuals who adopt a caring approach 

to customers, therefore participating in a customer�worker alliance triangle. Here workers 

prioritize customers’ interests and the subjective dimensions of their relationships with 

customers. Because these workers often place the interests of customers over the pursuit 

of sales opportunities, and will, at times, actively resist control mechanisms aimed at 

creating sales and customer loyalty opportunities, they demonstrate their preference for 

authenticity in these interactions. Significantly, depending on a number of factors—such 

as the type of control mechanism at play (e.g., direct observation, thank you cards), the 

degree of autonomy an individual has during a service encounter, and the particular 

worker or customer involved in the interaction—workers may adopt positions along the 

instrumental�caring spectrum and experience varying degrees of 

authenticity/inauthenticity in their service interactions. Depending on the context of the 

service triangle encounter, workers may therefore shift their positions to align their 

interests with managers or customers.�

There are a number of elements that shape the emergence of worker�manager and 

worker�customer alliances within the flexible service triangle. Related to the 

instrumental�caring spectrum, the intensification of control mechanisms that involve 

worker participation is a primary factor. Second, the individual service triangle context— 
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in terms of the specific managers, customers, and workers involved—also plays a key 

role in determining the way workers engage emotions when interacting with customers. �

�

	������ͻǤͷǣ�������Ǧ��������Ƭ�������Ǧ�������������������

�

�

ϱ͘ϯ͘ϭ�dŚĞ�ŝŶƚĞŶƐŝĨŝĐĂƚŝŽŶ�ŽĨ�ĐŽŶƚƌŽů�ĂŶĚ�ƚŚĞ�ƉƵƐŚ�ĨŽƌ�Ă�ǁŽƌŬĞƌͲŵĂŶĂŐĞƌ�ĂůůŝĂŶĐĞ�
�
The development of a triangular model of control (described in Chapter 4) where 

workers, managers, and customers participate in control mechanisms to various degrees 

has influenced the subjective experience of work for customer�facing individuals at The 

Bank. Moreover, the intensification of control mechanisms in the service triangle has had 

a profound impact on how worker�customer interactions are organized and structured. 

These control mechanisms, such as side�by�side managerial observation and the thank 

you card (TYC) program, encourage a worker�manager alliance and make it more 

difficult for workers to engage in genuine, or authentic, interactions with customers that 

would be more emblematic of a caring approach. �

� The practice of side�by�side observation and the targets around TYCs are two 

examples of control mechanisms that structure worker�customer interactions in ways that 
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encourage workers to prioritize an instrumental, or commercial, understanding of the 

customer and the worker�customer relationship. Each practice also requires the 

participation of workers, managers, and customers. Both personal and commercial 

managers conduct formal observations of worker�customer interactions and employ 

“observation checklists” (see section 4.2.1) in order to assess and track the quality of 

these encounters. In commercial banking, this involves commercial area managers 

(CAMs) accompanying workers on customer calls and observing customer conversations. 

Like managers in the branch, CAMs have a specific check�list of items to track during 

these interactions, including how the worker greets the customer, eye contact, smiling, 

rapport building, open�ended questions, customer needs, and service feedback. While 

commercial relationship managers (CRMs) are tasked with “leading” the conversation 

with the customer, CAMs participate as well. One of my CAM participants described the 

goal of side�by�side observation: �

the purpose of the joint call [visit] is to observe. Then after the call is over, sit 

down with the account manager [CRM] and actually go through the whole call. 

We call it a “debrief”. We debrief the call. What went well? What could we have 

done better? And perhaps talk about how we would change the call next time 

around. (Gaven) �

During his “debrief” with the CRM, this particular senior manager indicated that he was 

most interested in how well his worker picks up on “clues” or opportunities, where the 

worker can ask questions in order to better “KYC” (know your customer). Like his 

colleagues, Gaven looks for his workers to pose specific personal questions of customers 

that have nothing to do with the content of the sales call.�



�
����

� I had my own debrief with Michael (a CRM) after visiting a customer with him 

and his manager and asked about the potential impact that this type of managerial 

observation has on how workers interact with customers. He argued: “Even when my 

manager is watching me, I don’t care. Some people, they feel nervous and they f*** up. 

Because you’re thinking… You’re mind is going, you’re not being very relaxed. And then 

you think, ‘Oh I forgot about this. I forgot about that.’ [Panicky voice]” (Michael). This 

participant highlights how the presence of senior managers during worker�customer 

interactions alters the role workers play, as well as the interpersonal approach they take 

towards customers. With managers present, workers step into a role and perform in ways 

that are more constructed than when managers are not observing them. Later in the 

interview Michael confided that he did in fact shape his behaviour when his manager was 

by his side. In particular he asked “customer loyalty” questions (e.g., “Would you say 

you’re satisfied with the service you receive from The Bank”? “Is there anything we 

could do to make you happier?”) in order to “play the game” in front of his boss. Workers 

in both personal and commercial banking generally described being more relaxed and 

feeling more themselves when “helping” a customer without having their manager close 

by.�

� Given management’s emphasis on customer loyalty (evidenced through the 

targets related to the TYC program, for example), it is unsurprising that senior managers 

in both commercial and personal banking were as interested in workers asking “rapport�

building” questions than they were of sales�oriented questions. Here John (a CAM) 

emphasizes the constructed performance and presentation of the self that he expects from 

his workers: �
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[Establishing rapport], for me, it’s having awareness of the environment that 

you’re walking into. So part of that is the physical environment. Walking into a 

customer’s office and you see that the customer has pictures on the wall of him 

holding a 20lb salmon. You know, how do you integrate that into the 

conversation? How do you start with the personal? What does the customer like to 

do in their spare time? What are their hobbies? Because the more personal 

information you get—that’s what really expands the relationship. And ultimately, 

that’s what gives us the right to ask for a referral. The more and more you know. 

So there are things you look for.�

John presents a case for acting interested in a customer’s personal hobbies (performing 

emotions) in order to later “ask for a referral” (make a sale). A specific connection is 

drawn between emotional skill and commercial opportunity. The triangular model of 

control, exercised through side�by�side observation, TYCs, scripting, and customer 

feedback, constructs the framework for workers to foster “connections” with customers 

by adopting instrumental approaches to their interactions with them. However, as one 

commercial worker noted, “it’s not a real connection” (Abigail, CSO). �

� One of the main goals of the organization’s TYC program is to solidify the 

rapport�building and connections that are made during face�to�face worker customer 

interactions. Written by a commercial worker after visiting a customer’s office, the TYC 

shown in Figure 5.2 reveals that the author paid close attention to the environment s/he 

was in. The card highlights how the worker took great interest in the “display of collector 

cars” as well as the “window drawing of ‘007’ James Bond” that were in the office. 

Without talking to the individual who wrote this TYC (which I did not), it is difficult to �
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	����e ͻ.: ǲObserving the environmentǳ TYC�

�

� �

determine whether or not the worker had a genuine interest in these items. What is clear, 

however, is that the approach taken is highly emblematic of the instrumental approach 

described by John (senior commercial manager) above. It is also clear that the author of 

this card is looking to mobilize these shared interests (collector cars and “007”) to build 
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rapport and foster a personal connection. S/he ends the TYC by writing, “I too enjoy the 

collector cars, times, and older movies collection. Its great meeting people that have the 

same passion!”�

Defining a role in terms of service or sales can also have significant implications 

on an individual’s understanding/conceptualization of worker�customer relationships. 

Two separate male CRM participants, for instance, discussed how when they make 

customer calls, they look for visual cues in customers’ offices and feign interest in order 

to build rapport and transition to discussions about products. One of them, Shawn, 

described his strategy for connecting with customers who may not be as open to personal 

conversations:�

Those sometimes can be a little bit difficult. When they don’t want you to know 

anything about their personal lives. But, on the other hand, being in this role for a�

long time, especially going out to their office, well, you see pictures of their 

children and what not. And all of a sudden you start talking, “Oh, is that your 

daughter?” And all of a sudden things change. So, while it could be a tough 

conversation, you have to be aware of your surroundings. �

� In the branch environment, I was told about—and I observed—how BMs and 

ABMs work actively to remain detached and uninvolved in worker�customer interactions 

while observing workers. Compared to CAMs, these managers often use the observation 

checklist in an open manner. One ABM, Jasmine, indicated that she has a difficult time 

resisting her impulse to engage with customers when she is observing CSRs. Jasmine 

notes that she had to step behind the CSRs:�
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Because I used to always interrupt. Let’s say the CSR is there and there is a 

balance in the chequing account, I would say, and I would say it out loud so the 

customer would hear too, I would say, “Oh, there’s a large balance in the 

chequing account. Have you thought about…” I thought about maybe guiding the 

CSR that way. But then it’s kind of taking over and it’s not really what we want 

for the next time, right?  (Jasmine)�

Jasmine describes having trouble fighting the urge to control the types of sales�related 

questions that CSRs could, or should, be asking during interactions with customers. 

Again, workers indicated that having managers stand behind them and observe customer 

interactions—in an overt manner—leaves little room for autonomy on the part of the 

worker. Their ability to “do things my own way” (Jenn, FSC) is threatened.  �

� Similarly, at The Bank’s main branch there was a heavy emphasis on blocking off 

time for workers to make outbound calls. In this situation workers’ behaviour and 

approach to customers is, also, often shaped by the presence of managers (in addition to 

targets for number of calls made). As Naomi (FSC) describes,�

I'd say one of the biggest things that I'm not a huge fan of is like the tracking of 

everything… It is a significant amount and it is, I find it interrupts my day. Like if 

I'm sitting in an office for three hours making outbound calls and then my 

manager's coming in to listen to me make the calls and see how many calls I'm 

making and what I'm saying on the calls and then going back over what I'm saying 

on the calls, I've, I'm, I find that very disruptive to my, to the process. Like I'm 

trying to do this in a certain manner, and I'm doing it. It's happening. It's getting 

done.�
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As indicated above, an important issue that participants identified is the ability to interact 

with customers “on your own terms”, rather than crafting a conversation based on the 

structure and language prescribed by managers. One particularly critical commercial 

manager talked about branch managers sitting in on meetings between FSMs and 

customers: “Well, it’s intimidating for the FSM, right!? And it’s their point of view 

versus yours. Like, you may have your own style. What if you have a different style? And 

maybe they didn’t like the way I handled my style. Right? Because everybody has a 

different style.” (Michael). The “style” workers adopt relates to how natural or genuine 

they feel when developing customer conversations. �

� Side�by�side managerial observation affects how workers perform emotions 

during interactions with customers. Sara identified the emotional dissonance she 

experienced in her previous role as an FSM, where she had to “act like someone else” 

when her manager was around. Her inability to interact with customers in a genuine 

manner when under managerial scrutiny had dramatic consequences on Sara’s job 

satisfaction (to the point where she transferred jobs). She argues:� �

I didn’t like it and I wasn’t myself. Not myself. Even when I was an FSM, I had to 

do this every week. And, honestly, oh my goodness, say she was coming at 11:00, 

I would be stressing out for an hour. Getting nervous. My hands would be sweaty. 

I couldn’t breath. It’s like, “Oh my god. Somebody is going to sit there and watch 

me.” Especially at the very beginning. I thought I was honestly going to pass out. 

And do you need that in your life? That’s how I felt. And no matter what they will 

always find something you could do better on. “Well, you could have done it 

differently”. (Sara)� �
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Control mechanisms such as side�by�side managerial observation encourage (or force) 

workers to align themselves with managers with respect to using their interactive skills in 

a very targeted way. However, in terms of the worker’s subjective experience of work, 

there are considerable negative consequences from this type of controlled alliance.�

� Even though managers interject into worker�customer relationships by surveilling, 

tracking, and assessing them, there are nonetheless instances where workers continue to 

engage their emotions in interactions with customers in ways that are genuine and non�

commercial in nature. A twenty�year veteran of the organization, Latoya (a CSO) is 

particularly talkative with customers. Lengthy interactions are noted by her manager. She 

says:�

And it’s funny… She [her manager] still gives me the look. Like, I’ll talk to 

anybody. And I’ll be at the counter talking to [a customer]… and she’ll look at me 

and she’ll give me the evil look, like I’m talking too long. And I’ll look at her 

when he walks away, like, “I’m making the personal connection!” And I know 

she’s going “you bitch. You bitch” [laughs]. But, she still likes to put a time limit 

on your conversations. And I’ve had her come over when I’m talking on the 

phone to a girl from X company and I’ll be “blah blah blah blah blah”, and 

laughing and having a good time and she’s standing at my desk. Because I’m 

having too much fun [laughs]. �

While Latoya is successful at making personal “connections” with customers, from her 

manager’s perspective she does not have “productive” conversations.�

Like side�by�side managerial observation, the introduction of TYC targets has 

increased the number of occasions when workers need to perform emotions and carefully 
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construct their interactions with customers in order to be able to write “productive” cards 

(that is, cards that make an emotional connection by referencing something personal—see 

Chapter 4, section 4.2.1). Even if temporary, workers often adopt an instrumental 

approach to the customer and therefore form a worker�manager alliance within the 

flexible service triangle. For instance, Marilyn stresses a “caring” approach to customer, 

yet has strategies for writing “good” TYCs. She notes that once she hears a customer is 

going on vacation, for instance, “I’ll always say [in the card], ‘I enjoyed the discussion 

we had today. I hope you will have enjoyed your vacation. I would love to know, like, the 

stories, when you come back.’ That’s my thing.” In other instances, commercial workers 

described how they have standard customer�questions that they labour through in order to 

meet their TYC targets. Phil (a CSO) recounts: “Basically, what I have to do is when I’m 

talking to a client I have to say, ‘Okay, so what are you doing this weekend? Okay. [He 

says this with a put on voice]. So it’s not a genuine thank you card. It’s something that we 

have to do.” �

In relation to over�emphasizing a “personal connection” between herself and a 

customer in the written content of a TYC, another junior branch worker argues: “You 

have to fake it sometimes… And yes, it’s important to fake it. I would say that I’ve done 

it… But obviously you should be like, ‘Okay, not the next one. This one will be better’” 

(Eva, FSC). In this context, “not faking it” involves taking a genuine, caring approach to 

the customer that results in the customer—and, importantly, worker—experiencing a 

more authentic interaction. Highlighting the spectrum of approaches workers take 

towards developing personal customer conversations, Anna frames being inauthentic in 

relation to being desperate. The CSO notes: �
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It’s not about being fake, actually. But, basically, sometimes you’re just desperate. 

Because, the thing is, you don’t want to fake it. You want to have your job done. 

And you have to feel good about yourself, right? Because you have this 

thinking—“Excuse me, I’m an adult person.” I’m not in high school, just to cheat 

and fake and everything. And I don’t want to be in this position. (Anna)�

Where the motivations workers have for engaging their emotions during customer 

interactions can stem from commercial or non�commercial motivations (contributing to 

worker�manager and worker�customer alliances), it is also worth noting that the 

opportunity to perform emotional labour and “fake” it or not is not limited to the physical 

interaction. With TYCs the performance of emotion extends beyond the physical worker�

customer interaction to the actual content of the card, as the act of writing the TYC 

itself—and creating an institutional artifact that is distributed to customers but also read 

and critiqued by managers (see Chapter 4, section 4.3.2)—requires emotional labour. The 

TYC below (Figure 5.3) depicts how emotional labour can be expressed in written form. 

Here the author conveys happiness, enthusiasm, and excitement to the reader by using 

strategic works and phrases (e.g., “I am amazed”, “you should be very proud”, 

“pleasure”, “accomplishments”), as well as exclamation marks. �

Anna continues, describing the need to embellish what she writes in TYCs: 

“Thank you cards—yes, we have to fake them. Because, again, once a week, it’s a lot [the 

target]. Right? And emotional connections—again, because we have a limited set of 

clients and a limited set of conversations day in day out…”. What emerges from my 

interview data about customer conversations and TYCs is a portrait of a multitude of 

ways that workers engage their emotions with customers. Depending on the context of 
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the interaction and the type of control mechanism(s) deployed, workers may participate in 

worker�manager alliances or worker�customer alliances within the flexible service 

triangle.�

�

Figure ͻ.: ǲSportsǳ TYC�

�

�

The organization’s emphasis on fostering “emotional connections” is reinforced 

by customer�oriented control mechanisms that take place within the service triangle 

context. Still, for workers, this can have a highly negative effect on their experience of 
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work. In addition to having to “fake” emotions, participants pointed to the way the 

managed control of their emotions during interactions can threaten the trust and loyalty 

they value in their relationships with customers. Abigail, an older female CSO worker 

with over two decades of work experience with the commercial division of The Bank, 

captured the contradictions involved in structuring worker�customer interactions so 

tightly well. Describing how workers approach customer conversations, Abigail notes:�

You have to talk more personal. And then you have to try to get the personal life 

of the client. You try to ask them about all kinds of personal things [laughs]. I 

mean, you know, let’s say you’re talking about the vacation: “Oh, where did you 

go? How did you like it?” And if you do that, if every one of us keeps doing that, 

they will catch on. I don’t know about the client, but I know that I’m quick to 

realize that it’s not genuine. And I’m sometimes suspicious—“what are you trying 

to get from me?”… I like the idea, you say thank you when it’s the right time.�

Elsewhere in our conversation, Abigail discussed the capacity for TYC targets to “destroy 

their [workers] purpose.” She notes, “I don’t like the idea that I have to get so many sent 

because, you know, they want it. They [management] want to have more of these TYCs. 

And I don’t know why. Because it’s going to destroy your purpose. It’s going to destroy 

your purpose when the client doesn’t feel that you really [laughs] you know, mean what 

you say.” After characterizing her relationships with customers as “long�term 

relationships”, Abigail argues, “if it’s fake, it will [snaps fingers—i.e. disappear].�

� Related to TYCs and the way they are read and sometimes shared by managers, two 

of my female participants, Grace and Daphanie (commercial workers) highlighted issues 

around sharing sensitive information. As Daphanie noted, “What if you write something 
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about a personal event that’s happened in their lives and the manager ends up sharing it 

[the card] with everyone?” When workers write about personal issues in TYCs yet have 

no control over who subsequently reads and has access to the card, they worry about 

betraying and trust and respect they have built with customers. Figure 5.4 is an example 

of a TYC with sensitive content, related to a customer’s illness and upcoming surgery 

that was shared by a senior manager. �

�

Figure ͻ.ͺ: ǲSensitiveǳ TYC�

�
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� Compared to the commercial environment, workers in the branch context described 

participating in emotional labour in a more explicit, managed way. The phrase, “put on a 

show” emerged from interviews by participants unhappy with the contrived aspects 

around the culture of worker�customer interactions that management has prioritized in 

recent years. Linking the constant push for sales to worker stress and the pressures 

involved with impressing customers, James, an FSC, commented:�

Oh I like interacting with people. Meeting people. Helping people with their 

finances. It’s great. It’s a good feeling. But sometimes, when it’s driven to the 

point where it’s just “sales, sales, sales”, it kind of stresses everyone out. It’s kind 

of stressful. It takes the fun out of it. Like sometimes, yeah, the bank is saying 

“Oh let’s be personable with these customers.” But, the amount of pressure that 

they put on their employees, it makes it hard. To be honest, every time the doors 

open at the branch you have to put on a show. It’s like we are in a theatre. It’s 

like, “Oh, we have to wow the customer. We have to amaze them,” and stuff like 

that. No matter how you’re doing. No matter if you’re depressed, sad, or 

whatever, whatever, you have to put on a show for the customer. Right? And, if 

there’s more pressure—of course we all have bad days—but if there’s more 

pressure, it makes it harder for us to put on that show for the customer. I would 

say. �

Others described “putting your game face on”. Naomi noted: “Whatever else is 

happening in your life, you can’t have it affect your day to day. You’re putting your best 
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foot forward.”�� In addition to considering the role of control in shaping the service 

triangle, the next section examines how individual worker�manager�customer 

relationships also matter.�

�

ϱ͘ϯ͘Ϯ��ŐĞŶĐǇ�ĂŶĚ�ƚŚĞ�ƌŽůĞ�ŽĨ�ŝŶĚŝǀŝĚƵĂů�ǁŽƌŬĞƌƐ͕�ŵĂŶĂŐĞƌ͕�ĂŶĚ�ĐƵƐƚŽŵĞƌƐ�
�
Although the nature of the flexible service triangle is influenced by larger structural 

processes in The Bank, individual workers, managers, and customers themselves play a 

considerable role in determining the shape of the triangle and the ways in which worker�

manager�customer alliances form. As outlined above, structural factors, such as the 

intensification of customer�oriented control mechanisms, influence workers’ propensity 

to participate in alliances with managers with respect to taking an 

instrumental/commercial approach to customer interactions. Nonetheless, both workers 

and managers also exhibit agency with respect to how they conceive of customers, and 

worker�customer relations, in the service triangle. Because control in the service triangle 

is not all�encompassing—and because workers play such a central role in the 

implementation of control mechanisms, motivated workers who prioritize “genuine” 

interactions with customers are able to adopt alliances with customers. By doing so, these 

�������������������������������������������������
���Elsewhere James described the difficulty with “putting your best foot forward” in a 
hyper�sales�oriented environment. Comparing the branch setting to other parts of The 
Bank, he notes: �

Sometimes it’s harder to put on that show with the sales pressure. Let’s say, for 
example, people in investment banking, they have stress and they have a lot of 
pressure. They have to comply [with regulations] and blah blah blah. Millions of 
dollars could be lost. But they don’t have to put on a show in front of the customer. 
Right? Like, what other people are doing, they don’t have to put on a show. Maybe 
the bank forgets that people in our position… [trails off].�

�
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workers are resisting management practices (see Chapter 4, section 4.3.2.1 for a 

discussion of how worker participation in the TYC program creates space for worker 

resistance); at the same time, these worker�customer alliances provide support for the 

flexible triangle of power model.�

�

ͷǤ͵ǤʹǤͳ���������������������������
�
Workers and managers described the crucial ways in which managerial leadership can 

influence how individuals understand and interact with customers. Although managers at 

the branch and commercial levels receive similar training and guidance from senior 

management, the implementation and negotiation of the organization’s vision regarding 

controlling worker�customer relationships unfolds in significantly different ways. �

� Age and career trajectory are two important factors that influence how effectively 

managers implemented and tracked service triangle control mechanisms. A senior vice 

president that I interviewed noted: “You could have the greatest branch manager in the 

world—understands his business, understands her business, gets it—but is a terrible 

leader. That will impact [customer loyalty]. The energy that they bring…” (Angelo). 

Participants highlighted how older managers had strong “transactional” skills, but lacked 

the “coaching” skills necessary to reach customer loyalty targets. As Latoya notes: “She’s 

[her manager—with 25 years experience at The Bank] a nice lady, but she’s not a 

coach… A lot of times she is helping them get their day finished” [as opposed to 

coaching conversation skills]. Similarly, Anna, who has a different manager argues, �

my manager, she is trying her best. Honestly. If you come to her she will give you 

all the help she can… She does everything. But from the point of generating new 
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ideas on how to do this, or being kind of fluid with this stuff, she is not, of course. 

Because all her life it’s been about the operational stuff. She’s perfect at that. �

In these scenarios managers employ control mechanisms available to them—such as 

observation checklists—but fail to get workers to buy into the goals and benefits of the 

organization’s larger customer loyalty project.�

� In contrast, other managers constructed worker�customer relationships in the 

language of providing a service, expertise, or help that emerges from genuinely wanting 

the best for customers. The basic argument presented was that being nice to customers 

and helping them meet their needs will result in sales numbers. Here, emotion work is 

performed in order to secure a future commercial gain. Nicole, a branch manager with 

over 20 years experience at the main branch and several suburban branches revealed:�

I remember when they [The Bank] brought out these targets. I almost quit the 

bank. I wasn’t happy. I’m not a sales person. I’ve never considered myself a sales 

person. I couldn’t wrap my head around these sales targets. And we had weekly 

targets. And, so then I thought about it. And this is probably 15�20 years ago. I 

thought about it. And I thought, ‘Do I like helping people?’ And the answer was 

yes. So, I thought, if I help people, the end result will be, I will get sales. Because 

that’s what I was doing, and that’s what I did. I still tell people that to this day. 

Forget about your targets. Forget about it. Right. It’s just, do you like helping 

people? You must like helping people if you’re in the role that you’re in. So, I got 

around it that way.�

The approach to customer service and sales outlined above translated into less emphasis 

on sales numbers in daily team meetings (“daily huddles”—see Chapter 3, section 3.3.3), 
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fewer side�by�side observation sessions, and less emphasis on meeting (or exceeding) 

customer loyalty targets (e.g., TYCs sent). Workers under Nicole were generally left with 

more autonomy in their interactions with customers. In this case, then, it is the specific 

manager who creates space for workers to adopt their own approaches to customers. �

� The “help customers now to get sales later” attitude was shared with a manager in 

commercial banking, Stephanie, who stressed the importance of workers believing in the 

quality and usefulness of the bank’s products. Stephanie said: “If I’m helping the client, 

then I don’t look at it like I’m selling them something. So, that’s how I’ve worked around 

it… You have to believe it [though]… If they [her employees] don’t believe that 

themselves, then they still feel like they’re selling something to the client”. Workers’ 

“belief” in The Bank’s products is a concern for senior management. During my 

conversation with Angelo (quoted above), I was told how in addition to focusing on 

customer loyalty, senior managers are aiming to improve employee loyalty, as a 

significant chunk of the organization’s workforce holds account and financial products 

with other financial institutions.�

� Michaela, a female FSM who has primarily worked at branches in the downtown 

core, described a similar approach:�

My philosophy is that if you are friendly with the clients, if you help them when 

they need it, or you give them their space, they will always come back to you. So 

I don’t overcrowd them with stuff. And I find a lot of my success, with all the 

sales that I’ve had, is just based on repeat business. Clients coming back. Like, 

I’ve helped them with a wire and they say, “Oh I really liked you.” So I’m not 
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really pushy or really sales focused all the time. It is top of mind for me. But, it’s 

just not my style. I have a different style.�

Significantly for Nicole (as a branch manager), Stephanie (as a commercial manager in 

her 30s) and Michaela (a senior FSM, in her 20s) this approach to customer service and 

sales has contributed to substantial career mobility. Notably, positioning helping, being 

nice, and making emotional connections as an effective way to justify and promote sales 

has allowed these individuals to mix an instrumental approach to customers with a caring 

one; in this way, workers may be able to achieve authentic interactions with customers 

while still achieving the commercial goals of the worker�customer relationship.�

�

ͷǤ͵ǤʹǤʹ�����������������������������������

Age and education level appear to shape individual workers’ use of emotion in relation to 

the commercial aspects of worker�customer interactions. First, younger participants were 

more likely to identify with the sales aspects of branch and back room commercial 

occupations. For those individuals who joined the organization after 2006 (when the 

current organizational change project was initiated—see Chapter 3, section 3.3), the sales 

and customer loyalty requirements have always been instrumental to the job (whereas 

those individuals with 20 years or more of experience with The Bank have seen their 

roles fundamentally change). Furthermore, whereas all of my participants under the age 

of 40 had university�level education (many with business�related degrees), the majority 

of my participants above 40 years of age did not. �

A young (25 years old) and energetic female FSC at a downtown branch offered a 

direct connection between acting like a customer’s friend and making sales. Instead of 
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describing “friendship” as a straightforward tool to make sales, however, Victoria 

positioned “being friendly” in relation to what she would expect as a customer. 

Essentially, she puts herself in the customer’s position and tailors her interaction towards 

what she would expect and appreciate. Discussing customer interactions, Victoria notes:�

I try to make it as natural as possible for the customer. I want them to think that 

they’re not talking to a banker, but that they’re talking to a friend. You know? 

Like, when I go into another branch, I would want someone to not just see that I 

have an employee plan and then treat me really nice. But, I want someone to talk 

to me as if I am their friend. “Hey, you didn’t top up your TFSA. What’s going 

on?” You know? People look for that. And, I think it’s important to develop that 

kind of rapport with your customers. Because that’s what drives the repeat 

customers, and that’s what drives, you know, more traffic and word of mouth.�

Likewise, Donovan has developed a personal strategy for using emotions to “act like a 

friend” to customers. Although this approach is not specifically structured by 

organizational control mechanisms, it conforms to management’s conceptualization of an 

ideal worker�customer relationship (based on personal connection and rapport) and 

exemplifies a worker�manager alliance. �

� Furthermore, two of my younger male participants highlighted a connection 

between being friendly, connecting with clients to stave off boredom, and earning high 

sales numbers. As James argues:�

So when I was working as a CSR eventually I thought, “This is kind of boring”. 

But you make it more interesting. You make it as interesting as you want it to be 

interesting. So, just for myself, out of boredom I would connect with the 
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customers. Chat with them. And then, yeah I got a lot of sales that way. Yeah, I 

was in the top quartile and then, later on, I got top sales for referrals.�

When I asked Christian (a commercial manager) if CSRs who work in busy branches 

really have time to have conversations with customers, he framed customer interactions 

in relation to playing a game:�

Yes, you always do. I know you do. I’ve done that role as well. I did it for almost 

two years. And, you almost want to speak to them, because you don’t want to 

have to deal with the lineup. So you talk longer. And it makes it more interesting. 

[Otherwise] it’s like the Ford plant. Basically it was an assembly line and people 

just did the same job over and over, just like a machine. And there was no 

interaction. Banking doesn’t need to be that way. �

Like the female participants listed above, these individuals have advanced up the 

corporate ladder rather quickly—with the FSC only remaining a CSR for less than one 

year, and the commercial manager starting in the branch as a CSR and gaining several 

small promotions up to manager in about five years. There is little doubt that engaging 

emotions in the flexible triangle for instrumental/commercial purposes is related to higher 

performance reviews and greater opportunities for advancement (the topic of opportunity 

and inequality is explored in more detail in Chapter 6).�

� In contrast, a number of older participants had a difficult time engaging in 

emotional labour in order to make sales. For instance, after listening to Diana (a CSO) 

have a lively five�minute conversation with a customer on the telephone that consisted of 

her engaging with the customer about personal subjects such as their husbands and 

children, I asked her why she did not ask about the customer making a possible RRSP 
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contribution (the interview took place in February, during RRSP season). Her response: “I 

cannot do it. I am not comfortable. We are introverts here, not extroverts. We are not here 

to sell.” In a semi�structured interview this same CSO told me how she does not believe 

in making “emotional connections”. “I am here to do my job. Forget about “emotional 

connections”. For Diana, “emotional connections” are linked to sales. Although she 

dismisses “emotional connections” as an organizational initiative, she does seem to 

engage in some sort of emotion work with her customers.�

� In addition to age and education, gender also appears to play a role in shaping the 

way workers adopt instrumental or caring approaches to customers. Within the sample, 

male workers were more likely to identify with the sales aspects, while female workers 

tended to experience greater tension between achieving sales goals and looking out for 

the customer’s best interests.�

� �

ͷǤ͵ǤʹǤ͵����������������������

For some workers, getting to know the customer and developing “emotional connections” 

with them can make it harder for them to ask for business. For instance, Donovan, who 

developed some really close relationships with customers, lamented to me about sales: 

“It’s not that I dislike it. It’s that it’s really, really extremely enforced recently. Like, 

you’re only evaluated on your sales. But, I develop such an emotional connection with 

my customers that I sometimes feel bad even asking them. Does that make any sense?” 

Later in our conversation he added, “And I just feel like if someone was saying this to me 

and I knew that the benefit wasn’t that amazing, or it wouldn’t even benefit me, I would 

be angry at them”.�
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Another branch worker commented on the tension between achieving sales targets 

and looking out for the customer’s best interests. Marilyn noted: �

I know I need to meet my units, right [sales targets]? But if it’s not appropriate for 

the client, I don’t feel good. Let’s say that I offered you a mutual fund today. And 

then when you go home, my conscious always asks me, “What did you do 

today?” And I feel that if I did something wrong, I won’t be able to sleep. That’s 

why my manager says to me sometimes, “You’re too emotional.” �

Her manager would prefer that Marilyn develop a more impersonal, detached approach to 

customers which would allow for more “productive” (i.e., sales�oriented) interactions. �

Elsewhere in our conversation, Marilyn described what she liked best about her past 

experience as a CSR, demonstrating her strong sense of loyalty to the customer: �

The customers. I knew their grandmother’s, their mother’s. I knew the son, the 

grandchildren. All of them were bank clients, right? So, when they came in, 

sometimes they would ask me, “Marilyn, have you seen my grandma?” You 

know, this type of question [she laughs]. And sometimes they would ask me, 

“Marilyn, it’s my son’s birthday tomorrow. I would love you to come!” And it’s 

like, “Okay, I’ll just come for a visit, but I’m not going to stay for the party.” 

Those kinds of things happened.�

Significantly for Marilyn, however, developing strong relationships with customers 

represents a key component to her job satisfaction. At the same time, while she may be 

comfortable with blurring these personal/professional lines at times, she maintains some 

of her professional boundaries—noting that when invited to make a personal visit to 

customers’ homes, she will go but not “stay for the party”. �
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� Treina, a commercial worker, pointed to her unwillingness to come off as 

disingenuous to customers as the reason she fails to meet her TYC targets on a regular 

basis. Treina argues that helping the customer is more important than selling to the 

customer.�

And that’s why I have to help my customer. So they’ll say, “Why didn’t you take 

15 minutes of your time each day and…” But, you know, if it’s between me doing 

this thing for 15 minutes and me tracking something for a customer, I am going to 

help the customer… They think that to sell is my job. Because, overall, it’s the 

bucks [laughs]. Well can you get the bucks? Okay. But if you don’t have the 

service, then how can you keep the customers? But they say, “You don’t have to 

take that much time. You just take five minutes to write the card.” But you can’t 

take five minutes to write a meaningful letter. You have to put your thoughts 

together. You have to say, “Now if I was a customer reading this… Why did she 

bother to write me this for?”�

Like so many of her co�workers, Treina struggles to serve the interests of both managers 

and customers. This is illustrated by the fact that although managers exert power over her 

for failing to adequately participate in control mechanisms (by providing her with sub�par 

performance reviews), Treina nonetheless elects to prioritize the integrity of her 

relationship with the customer. This worker�customer relationship requires emotion work, 

but is built on an honest, genuine set of interactions. �

� It is noteworthy that managers, workers, and customers all play a role in structuring 

control mechanisms at The Bank and, consequently, influencing the subjective 

dimensions of worker�customer interactions. Nevertheless, workers display agency in 
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how they conceive of and approach customers in the service triangle, leading to the 

development of alternate worker�manager and worker�customer alliances and providing 

support for the flexible triangle of power. �

�

ϱ͘ϰ��ŽŶĐůƵƐŝŽŶ�
�
In this chapter I have extended my concept of the flexible triangle of power by focusing 

on how workers negotiate their relationships with managers and customers on a day�to�

day basis. As we have seen in Chapters 3 and 4, considerable structural change involving 

the customer has produced multiple control mechanisms that have left managers and 

customers with power over workers. Above, I have shifted attention to the individual 

workers and their subjective experiences of the triangular model of control. Given that 

most of the emerging customer�related control mechanisms at The Bank involve 

monitoring, assessing, and ranking the interactive/relational aspects of service work, it 

follows that my analysis of the subjective dimensions of the service triangle has focused 

on emotion and emotional labour. �

 � Considering their use of emotion, I argue that depending on the context—with 

respect to the forms of control present, as well as the individual managers and customers 

involved—workers may adopt an instrumental (commercial) or caring (non�commercial) 

approach to their interactions and relationships with customers. We see, then, workers 

engaging in emotion work in ways that form alliances with managers (the worker�

manager alliance) and/or customers (the worker�customer alliance). There are two 

significant points about how workers form these flexible alliances that are noteworthy. �
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� First, we observe workers’ agency as they participate in emotional labour in the 

service triangle. Some workers opt to prioritize their relationships with customers by 

refusing the requirement to participate in emotional labour with customers in very 

structured ways. Others are able to carefully manage the demands of management with 

the (emotional) expectations of customers. Second, the capacity to develop—and 

maintain—authentic relationships with customers based on genuine interactions led many 

of my participants to form worker�customer alliances. The ability to manage emotions, 

and engage in emotional labour, on their own terms—as opposed to being tightly 

structured by management—was paramount. Here, these findings again point to the 

integral role that customers have on the labour process on a day�to�day basis. Instead of a 

closed relationship limited to managers and workers, my findings highlight the complex 

system of relationships involving workers, manager, and customers, that workers 

progressively find themselves at the centre of. �

Chapter 6 builds on the issue of how individual workers navigate the service 

triangle by considering how partaking in worker�manager�customer relationships relates 

to opportunity, inequality, and insecurity in upper�tier service work. I question how 

participating in the triangle of power intensifies individual competition and insecurity, 

leaving some groups with more or less opportunity than others. �

�
�
�
�
�
�
�
�
�
�
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Chapteƌ ϲ: IŶseĐuƌitǇ aŶd iŶeƋualitǇ iŶ the seƌǀiĐe tƌiaŶgle�
�

“They’re making it tougher and tougher because of the bonus. I’m still getting a 
JRRG�ERQXV�QRZ�>DOWKRXJK�LW�LV�ORZHU�WKDQ�LW�ZDV@��ZKLFK�LV�JRRG�>NQRFNV�RQ�
wood]”. (Phil, CSO)�
�
�
“SRPHWLPHV��WKHUH�DUH�SHRSOH�ZKRVH�DWWLWXGH�LV�MXVW�GLIIHUHQW��7KH\�ORRN�GRZQ�RQ�
\RX. Like, I had one client who looked down on me because I’m Filipino. They 
said, ‘Filipinos are supposed to be nannies’”. (Marilyn, FSM)�
�
�
“If I’m talking to the young one [customer], maybe they don’t talk about the same 
things as me. Maybe they talk about snowboarding [laughs]. I don’t know what 
else to say”. (Abigail, CSO)�

�

ϲ͘ϭ�/ŶƚƌŽĚƵĐƚŝŽŶ�
�
7KH�ODVW�WZR�FKDSWHUV�KDYH�H[DPLQHG�WKH�LPSOLFDWLRQV�RI�WKH�HPHUJHQFH�RI�D�IOH[LEOH�

WULDQJOH�RI�SRZHU�RQ�WZR�PDLQ�DVSHFWV�RI�WKH�ODERXU�SURFHVV��FRQWURO�DQG�VXEMHFWLYH�

H[SHULHQFH��,Q�&KDSWHU���,�DQDO\]HG�KRZ�ZRUNHU�DQG�FXVWRPHU�SDUWLFLSDWLRQ�LQ�FRQWURO�

PHFKDQLVPV�KDV�SURGXFHG�D�IOH[LEOH�PRGHO�RI�FRQWURO��DQG�&KDSWHU���FRQVLGHUHG�KRZ�WKH�

worker’s subjective approach to the customer is also flexible. Therefore, we see patterns 

LQ�ZRUNHU�PDQDJHU�FXVWRPHU�UHODWLRQVKLSV�HPHUJLQJ—PRVW�QRWDEO\�LQ�UHODWLRQ�WR�KRZ�

ZRUNHUV�H[SHULHQFH�PDQDJHU�GRPLQDQW�DQG�FXVWRPHU�GRPLQDQW�FRQWURO��VHH�&KDSWHU����

VHFWLRQ�����RQ�WKH�WULDQJXODU�PRGHO�RI�FRQWURO���DQG�KRZ�ZRUNHUV�QHJRWLDWH�WKHLU�HPRWLRQV�

LQ�ZD\V�WKDW�VHUYH�WKH�LQWHUHVWV�RI�PDQDJHUV�RU�FXVWRPHUV��VHH�&KDSWHU����VHFWLRQ�����RQ�

ZRUNHU�FXVWRPHU�DQG�ZRUNHU�PDQDJHU�DOOLDQFHV�LQ�WKH�VHUYLFH�WULDQJOH�����

� 7DNHQ�WRJHWKHU��WKHVH�ILQGLQJV�FRQWULEXWH�WR�D�PRUH�QXDQFHG�DQDO\VLV�RI�KRZ�

SRZHU�RSHUDWHV�LQ�XSSHU�WLHU�VHUYLFH�ZRUN��7KH\�DOVR�SURYLGH�WH[WXUH�DQG�GHSWK�WR�WKH�
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GHEDWH�DERXW�WKH�QDWXUH�RI�WKH�VWDQGDUG�HPSOR\PHQW�UHODWLRQVKLS��DV�UHODWLYHO\�FORVHG��VHH�

%HODQJHU�DQG�(GZDUGV��������RU�RSHQ�WR�WKH�LQIOXHQFH�RI�FXVWRPHU�SRZHU��.RUF]\QVNL��

�������7KH�FRQFHSW�RI�D�IOH[LEOH�VHUYLFH�WULDQJOH�RI�SRZHU�KHOSV�WR�ERWK�D��FDSWXUH�WKH�

QRQ�VWDWLF��FKDQJLQJ�QDWXUH�RI�ZRUNHU�PDQDJHU�FXVWRPHU�UHODWLRQV�LQ�VHUYLFH�ZRUN��DQG�E��

LOOXPLQDWH�WKH�DJHQF\�WKDW�ZRUNHUV�FDQ�H[KLELW�DV�WKH\�HQJDJH�LQ�WKHVH�UHODWLRQVKLSV��$V�

VHHQ�LQ�WKH�SUHYLRXV�WZR�FKDSWHUV��DOWKRXJK�PDQDJHUV�KDYH�XOWLPDWH�SRZHU�RYHU�ZRUNHUV��

WKH�GHYHORSPHQW�RI�FRQWURO�PHFKDQLVPV�WKDW�UHTXLUH�ZRUNHUV�WR�QHJRWLDWH�WKH�LQWHUHVWV��RU�

GHPDQGV��RI�ERWK�PDQDJHUV�DQG�FXVWRPHUV��WKURXJK�VHQGLQJ�WKDQN�\RX�FDUGV��7<&V���RU�

SHUIRUPLQJ�FXVWRPHU�OR\DOW\�FKHFN�XSV��IRU�H[DPSOH��PHDQV�WKDW�WKH�ZRUNHU�KDV�WDNHQ�XS�

D�PRUH�FHQWUDO�SRVLWLRQ�LQ�WKH�SURFHVV��UDWKHU�WKDQ�H[SHULHQFLQJ�VWULFW��WRS�GRZQ�FRQWURO�

IURP�PDQDJHPHQW���&RQVHTXHQWO\��ZRUNHUV�RIWHQ�VWUXJJOH�WR�PHHW�WKH�LQWHUHVWV�RI�

PDQDJHUV�DQG�FXVWRPHUV��7KLV�PD\�UHODWH�WR�WKH�LQVWUXPHQWDO��H�J���VDOHV�WDUJHWV�DQG�

WUDQVDFWLRQV���RU�LQWHUDFWLYH��H�J���HQJDJLQJ�LQ�JHQXLQH�RU�DXWKHQWLF�UHODWLRQVKLSV�ZLWK�

FXVWRPHUV��DVSHFWV�RI�ZRUN��)DFLOLWDWHG�E\�the worker’s central role in SURGXFLQJ�FRQWURO�

PHFKDQLVPV��LQ�VRPH�FDVHV�WKHUH�PD\�HYHQ�EH�XQLTXH�RSSRUWXQLWLHV�WR�DFWLYHO\��LI�

FRYHUWO\��UHVLVW�PDQDJHULDO�GLUHFWLRQ��DV�ZLWK�IDEULFDWHG�7<&V��IRU�LQVWDQFH—&KDSWHU����

VHFWLRQ������������

� +RZ�LQGLYLGXDOV�SDUWLFLSDWH�LQ�FRQWURO�PHFKDQLVPV�DQG�HPRWLRQDO�ODERXU�LQ�WKH�

VHUYLFH�WULDQJOH�QRW�RQO\�LQIOXHQFHV�WKHLU�GD\�WR�GD\�H[SHULHQFH�RI�ZRUN��,W�DOVR�SOD\V�D�

NH\�SDUW�LQ�VKDSLQJ�WKH�VWUXFWXUDO�RSSRUWXQLWLHV�DYDLODEOH�IRU�ZRUNHUV��DV�ZHOO�DV�WKH�VHQVH�

RI�VHFXULW\�RU�LQVHFXULW\�WKH\�KDYH�UHJDUGLQJ�WKHLU�MREV�DQG�FDUHHUV��,Q�WKLV�SHQXOWLPDWH�

FKDSWHU�,�WXUQ�IURP�TXHVWLRQV�DERXW�FRQWURO�DQG�VXEMHFWLYH�H[SHULHQFH�WR�DQ�DQDO\VLV�RI�

LQHTXDOLW\�DQG�LQVHFXULW\�DW�7KH�%DQN��,�KLJKOLJKW�KRZ�DSSO\LQJ�WKH�VHUYLFH�WULDQJOH�
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SHUVSHFWLYH�KHOSV�WR�XQSDFN�KRZ�LQHTXDOLW\�DQG�LQVHFXULW\�PD\�EH��UH�SURGXFHG��RU�

GLVUXSWHG��LQ�WKH�ODERXU�PDUNHW��DGGUHVVLQJ�WZR�PDLQ�UHVHDUFK�TXHVWLRQV��)LUVW��KRZ�DUH�

LQVHFXULW\�DQG�ULVN�H[SHULHQFHG�E\�P\�GLIIHUHQW�SDUWLFLSDQW�JURXSV"�6HFRQG��KRZ�KDV�WKH�

ULVLQJ�LQIOXHQFH�RI�WKH�FXVWRPHU�DQG�WKH�HPHUJHQFH�RI�D�IOH[LEOH�WULDQJOH�RI�SRZHU�

DIIHFWHG�KRZ�RSSRUWXQLWLHV�DUH�RUJDQL]HG�DQG�GLVWULEXWHG�LQ�PRUH�RU�OHVV�HTXDO�RU�XQHTXDO�

ZD\V"�,V�WKHUH�D�OLQN�EHWZHHQ�WKH�LQVHFXULW\�WKDW�LQGLYLGXDO�ZRUNHUV�H[SHULHQFH�DQG�

EURDGHU�SDWWHUQV�RI�VRFLDO�LQHTXDOLW\�LQ�WKH�RUJDQL]DWLRQ"��

$V�HYLGHQFHG�WKURXJK�P\�DSSOLFDWLRQ�RI�WKH�VHUYLFH�WULDQJOH�SHUVSHFWLYH�WR�WKH�

WRSLFV�RI�FRQWURO�DQG�HPRWLRQDO�ODERXU�LQ�WKH�ZRUNSODFH��WKH�IUDPHZRUN�OHQGV�LWVHOI�ZHOO�

WR�DSSURDFKLQJ�VRFLRORJLFDO�TXHVWLRQV�UHODWHG�WR�ZRUN�IURP�ERWK�PDFUR��ODUJHU��VWUXFWXUDO��

DV�ZHOO�DV�PLFUR��LQGLYLGXDO�ZRUNHU��SHUVSHFWLYHV��3RVLWLRQLQJ�ZRUNHU�PDQDJHU�FXVWRPHU�

UHODWLRQVKLSV�ZLWKLQ�ODUJHU��VWUXFWXUDO�FKDQJHV�WR�WKH�QDWXUH�RI�XSSHU�WLHU�VHUYLFH�VHFWRU�

ZRUN��ZKLOH�DOVR�UHFRJQL]LQJ�WKDW�ZRUNHU�DJHQF\�VKDSHV�WKHVH�VWUXFWXUHV��LV�FHQWUDO�WR�WKH�

WZR�OHYHO�DQDO\VLV�RI�LQHTXDOLW\�WKDW�,�GHYHORS�LQ�WKLV�FKDSWHU���

7KH�ILUVW�OHYHO�RI�DQDO\VLV�VWHPV�IURP�WKH�KHLJKWHQHG�UROH��RU�SRVLWLRQ��RI�WKH�

LQGLYLGXDO�ZRUNHU�WKDW�KDV�FRPH�WR�FKDUDFWHUL]H�IOH[LEOH�VHUYLFH�WULDQJOH�ZRUN��Instead of 

being built on relationships between different occupational groups within the 

organizations, work at The Bank is now more principally based upon individual worker�

manager�customer encounters. 'UDZLQJ�on the work of Beck (1992, 2000) and the “risk” 

WKHRULVWV�,�LQYHVWLJDWH�WKH�ZD\V�LQ�ZKLFK�WKH�ODUJHU�RUJDQL]DWLRQDO�FKDQJHV�DW�7KH�%DQN—

UHODWHG�WR�JHQHUDO�VKLIWV�WRZDUGV�SRVW�EXUHDXFUDWLF�RUJDQL]DWLRQV��VHH�&KDSWHU����VHFWLRQ�

����—KDYH�FRQWULEXWHG�WR�D�SURFHVV�RI�LQGLYLGXDOL]DWLRQ��DQG�LQFUHDVHG�LQGLYLGXDO�

LQVHFXULW\�DQG�ULVN��,�DUJXH�WKDW�WKH�HPHUJHQFH�RI�WKH�VHUYLFH�WULDQJOH�ZLWKLQ�WKH�
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organization’s shifting structure has increased ZRUNHU�FRPSHWLWLRQ��DQG�DXJPHQWHG�D�

VHQVH�RI�LQVHFXULW\�DFURVV�DQG�ZLWKLQ�RFFXSDWLRQDO�JURXSV���

$W�WKH�VDPH�WLPH��,�SURYLGH�D�VHFRQG�OHYHO�RI�DQDO\VLV�WKDW�H[DPLQHV�KRZ�WKH�

QDWXUH�RI�VHUYLFH�WULDQJOH�ZRUN�KDV�QRW�HOLPLQDWHG�WKH�SUHVHQFH�RI�ORQJ�VWDQGLQJ��

VWUXFWXUDO�VRFLDO�LQHTXDOLWLHV�ZLWKLQ�WKH�ZRUNSODFH��+LVWRULFDO�SDWWHUQV�RI�LQHTXDOLW\�LQ�

VHUYLFH�ZRUN—EDVHG�RQ�JHQGHU�DQG�UDFH��IRU�LQVWDQFH—UHPDLQ�SUHYDOHQW��DOWKRXJK�ZLWK�

LQFUHDVHG�LQGLYLGXDO�LQVHFXULW\�DQG�ULVN�WKH\�SHUKDSV�EHFRPH�OHVV�QRWLFHDEOH��+HUH�,�GUDZ�

RQ�WKH�ZRUN�RI�%RXUGLHX��������DQG�RWKHUV�WR�DGGUHVV�WKH�HOHYDWHG�role that workers’�

SRVVHVVLRQ�DFFXPXODWLRQ�RI�PXOWLSOH�IRUPV�RI�FDSLWDO��H�J���FXOWXUDO��VRFLDO��SOD\V�LQ�

VKDSLQJ�RSSRUWXQLW\�DQG�LQHTXDOLW\�LQ�WKH�VHUYLFH�WULDQJOH���

� 7KH�ILUVW�SDUW�RI�WKH�FKDSWHU�SURYLGHV�D�UHYLHZ�RI�WKH�UHOHYDQW�OLWHUDWXUH�IRU�

DGGUHVVLQJ�TXHVWLRQV�DERXW�LQHTXDOLW\�DQG�LQVHFXULW\�LQ�VHUYLFH�ZRUN��7KH�IROORZLQJ�

VHFWLRQ�DQDO\]HV�KRZ�WKH�HPHUJHQFH�RI�WKH�WULDQJOH�RI�SRZHU�LQ�EDQNLQJ�KDV�LPSDFWHG�

KRZ�LQGLYLGXDOV�H[SHULHQFH�LQVHFXULW\�DQG�ULVN��,Q�SDUWLFXODU��,�FRQVLGHU�WKH�UROH�RI�

FRPSHWLWLRQ�DQG�LQGLYLGXDO�UDQNLQJV��1H[W�,�EXLOG�D�EURDGHU�DQDO\VLV�RI�KRZ�LQHTXDOLW\�

RSHUDWHV�WKURXJK�ZRUNHU�PDQDJHU�FXVWRPHU�LQWHUDFWLRQV�DQG�UHODWLRQVKLSV��KLJKOLJKWLQJ�

WKH�HOHYDWHG�UROH�RI�FXOWXUDO�FDSLWDO�LQ�ZRUNHU�FXVWRPHU�LQWHUDFWLRQV��7KURXJKRXW�WKH�

FKDSWHU��,�GUDZ�RQ�HPSLULFDO�GDWD�WKDW�KLJKOLJKWV�WKH�XQLTXH�UROH�RI�WKH�ZRUNHU�PDQDJHU�

FXVWRPHU�WULDQJOH�RI�SRZHU�LQ�VKDSLQJ�KRZ�RSSRUWXQLW\�LV�GLVWULEXWHG�LQ�WKH�RUJDQL]DWLRQ��

DQG�LQVHFXULW\�LV�H[SHULHQFHG�E\�ZRUNHUV��

�

�

�
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ϲ͘Ϯ�/ŶĞƋƵĂůŝƚǇ�ĂŶĚ�ƐƚƌĂƚŝĨŝĐĂƚŝŽŶ�ŝŶ�ƵƉƉĞƌͲƚŝĞƌ�ƐĞƌǀŝĐĞ�ǁŽƌŬ�
�
,Q�WKLV�VHFWLRQ�,�DGGUHVV�PDMRU�WKHRUHWLFDO�DQG�HPSLULFDO�ZRUNV�WKDW�DUH�UHOHYDQW�WR�P\�

DSSOLFDWLRQ�RI�D�VHUYLFH�WULDQJOH�SHUVSHFWLYH�WR�TXHVWLRQV�DERXW�LQHTXDOLW\�DQG�LQVHFXULW\�

LQ�XSSHU�WLHU�VHUYLFH�ZRUN��)LUVW��,�SURYLGH�D�EULHI�RYHUYLHZ�RI�SURPLQHQW�FODVVLFDO�DQG�

FRQWHPSRUDU\�DFFRXQWV�RI�LQHTXDOLW\�LQ�ZRUN��H�J���0DU[��������:HEHU��������%RXUGLHX��

�������6HFRQG��,�WXUQ�WR�SHUVSHFWLYHV�WKDW�HPSKDVL]H�WKH�VLJQLILFDQFH�RI�ODUJHU�VKLIWV�LQ�

WKH�HFRQRP\�LQ�VKDSLQJ�LQHTXDOLW\�DQG�RSSRUWXQLW\�LQ�WKH�ZRUNSODFH��H�J���%HFN��������

6PLWK��������6HZHOO�DQG�%DUNHU���������)LQDOO\��,�DGGUHVV�UHVHDUFK�WKDW�H[DPLQHV�KRZ�

DQG�ZK\�VWUXFWXUDO�LQHTXDOLWLHV�DUH�UHSURGXFHG�LQ�WKH�ODERXU�PDUNHW��JLYLQJ�VSHFLDO�

DWWHQWLRQ�WR�LQHTXDOLW\�LQ�VHUYLFH�ZRUN��H�J���)RUVHWK��������0LUFKDQGDQL��������/HLGQHU��

���������

�

ϲ͘Ϯ͘ϭ��ůĂƐƐŝĐĂů�ĂŶĚ�ĐŽŶƚĞŵƉŽƌĂƌǇ�ĂĐĐŽƵŶƚƐ�ŽĨ�ŝŶĞƋƵĂůŝƚǇ�
�
2UJDQL]HG�FDSLWDOLVP�KDV�XQGHUJRQH�VHYHUDO�PDMRU�WUDQVIRUPDWLRQV�VLQFH�WKH�LQGXVWULDO�

UHYROXWLRQ�WKDW�KDYH�FDUULHG�VLJQLILFDQW�LPSOLFDWLRQV�IRU�WKH�RUJDQL]DWLRQ�DQG�H[SHULHQFH�

RI�LQHTXDOLW\�LQ�WKH�ZRUNSODFH��:HOO�HVWDEOLVKHG�WKHRULHV�RI�ZRUN�DQG�RFFXSDWLRQV�

FRQWLQXH�WR�LQIOXHQFH�RXU�XQGHUVWDQGLQJ�RI�ZKDW�VKDSHV�LQHTXDOLW\�LQ�WKH�ODERXU�PDUNHW��

� :LWK�KLV�V\VWHPDWLF�WKHRU\�RI�FDSLWDOLVP��0DU[��������SURYLGHV�D�YLWDO�VWDUWLQJ�

SRLQW�IRU�DGGUHVVLQJ�TXHVWLRQV�DERXW�LQHTXDOLW\�E\�KLJKOLJKWLQJ�WKH�UHODWLRQVKLS�EHWZHHQ�

RFFXSDWLRQDO�SRVLWLRQ�DQG�FODVV��)RU�0DU[��FDSLWDOLVW�VRFLHW\�LV�FRPSULVHG�RI�EX\HUV�RI�

FDSLWDO�DQG�ODERXU��ERXUJHRLVLH��DQG�VHOOHUV�RI�ODERXU��SUROHWDULDW���He writes, “But the 

worker, whose only source of income is the sale of his labour�power, cannot leave the 

whole class of buyers, i.e., the capitalist class, unless he gives up his own existence. He 
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does not belong to this or that capitalist, but to the capitalist class” (Marx, 1849). Class 

therefore is directly tied to one’s position within the capitalist system of production. 

Accordingly, inequality in society stems from the relational/oppositional class positions 

of the bourgeoisie and proletariat.�� �

,W�LV�DOVR�ZRUWK�QRWLQJ�WKDW�DOWKRXJK�D�GLVFXVVLRQ�RI�WKH�LPSDFW�RI�FXVWRPHUV�RQ�

VKDSLQJ�DQG�RUJDQL]LQJ�ZRUN�LV�DEVHQW�LQ�PRVW�RI�WKH�HDUOLHU�ZRUN�RQ�LQHTXDOLW\�LQ�

LQGXVWULDO�FDSLWDOLVP��WKH�FXVWRPHU�ZDV�QRQHWKHOHVV�FHQWUDO�WR�WKH�ERXUJHRQLQJ�LQGXVWULDO�

FDSLWDOLVP�WKDW�0DU[��DQG�ODWHU�PDWHULDOLVW�WKHRULVWV��FULWLTXHG�  Of course, Marx’s writings 

reflect a form of capitalism that existed roughly a century before the rise of the service 

sector and interactive service work. $OWKRXJK�WKLV�W\SH�RI�VWUXFWXUDO�DQDO\VLV�FDUULHV�

FRQVLGHUDEOH�LPSOLFDWLRQV�IRU�EDVLF�TXHVWLRQV�DERXW�WKH�LQWULQVLF�YDOXHV�RI�ZRUN�DQG�WKH�

IDFWRUV�WKDW�FRQWULEXWH�WR�UHZDUGLQJ��PHDQLQJIXO�ZRUN��LW�LV�VRPHZKDW�OLPLWHG�E\�WKH�

FRQWH[W�LQ�ZKLFK�LW�ZDV�SURGXFHG��0HPEHUV�RI�WKH�SHWLWH�ERXUJHRLVLH��VKRSNHHSHUV�ZHUH�

WKH�FORVHVW�JURXS�WR�VHUYLFH�ZRUNHUV�WKDW�0DU[�VWXGLHG����

�������������������������������������������������
���Hence, for Marx, the elimination of social inequality (and class inequality) comes 
solely from the overthrow of capitalism as a whole, and the rise of communal ownership 
of the system or production.�
���Nonetheless, many of Marx’s early theories of 1�WK�FHQWXU\�FDSLWDOLVP�HQGXUH�DQG�
UHPDLQ�UHOHYDQW��,Q�SLFking up Marx’s critiques of the impact of technology on the labour 
IRUFH��%UDYHUPDQ���������IRU�LQVWDQFH��HPSKDVL]HV�WKH�GDQJHURXV�UDPLILFDWLRQV�RI�DQ�
LQFUHDVLQJO\�VSHFLDOL]HG�GLYLVLRQ�RI�ODERXU��+LJKOLJKWLQJ�WKH�VHSDUDWLRQ�RI�PHQWDO�DQG�
PDQXDO�ZRUN�DV�D�NH\�FRQWULEXWLQJ�IDFWRU�WR�ZRUNHU�DOLHQDWLRQ��%UDYHUPDQ�ZULWHV���

,Q�RQH�ORFDWLRQ��WKH�SK\VLFDO�SURFHVVHV�RI�SURGXFWLRQ�DUH�H[HFXWHG��,Q�DQRWKHU�DUH�
FRQFHQWUDWHG�WKH�GHVLJQ��SODQQLQJ��FDOFXODWLRQ��DQG�UHFRUG�NHHSLQJ����>7KH�KDQG�
DQG�EUDLQ�EHFRPH@�GLYLGHG�DQG�KRVWLOH��DQG�WKH�KXPDQ�XQLW\�RI�KDQG�DQG�EUDLQ�
WXUQV�LQWR�LWV�RSSRVLWH��VRPHWKLQJ�OHVV�WKDQ�KXPDQ��������S�������������

Here, inequality in the workforce is linked primarily to occupation—with workers being 
divided based on if they perform ‘mental’ work or ‘manual’ work. Significantly, it is a 
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� After observing the development of hierarchical, bureaucratic organizations (and a 

corresponding growth of a middle class), Weber (1947) provides an important contrast (or 

extension) to Marx. Instead of ownership of the means of production as the main 

indicator of power and class position, Weber (1947) emphasizes distribution. At the same 

time, he acknowledges the influence of owning property. He writes:�

The mode of distribution monopolizes the opportunities for profitable deals for all 

those who, provided with goods, do not necessarily have to exchange them. It 

increases… their power in the price struggle with those who, being propertyless, 

have nothing to offer but their labour… “Property” and “lack of property” are, 

therefore, the basic categories of all class situations. It does not matter whether 

these two categories become effective in the competitive struggles of the 

consumers or the producers. (Weber, 1947, p. 927)�

Ownership of property is seen as one main factor that impacts an individual’s “life 

chances” (Weber, 1947), where “life chances” are understood as “the chances an 

individual has for sharing in the socially created economic or cultural ‘goods’ that 

typically exist in any given society” (Giddens, 1973, p. 130�131). Weber’s tripartite 

system of stratification emphasizes the role of economic class, social status group, and 

��������������������������������������������������������������������������������������������������������������������������������������������������
worker’s structural position within the capitalist system that shapes his/her inequality. 
More recently, Wright (1978) acknowledged transformations in the nature of capitalism—
characterized by the rise of the middle class and the growth of the service sector—and 
developed the concept to “contradictory class locations”. Wright argues that workers in 
contradictory locations such as managers, small business owners, or semi�autonomous 
employees often act in their “immediate interest” and often are unaware of their 
“fundamental interests” (Wright, 1978, p. 89). (Immediate interests include wage 
struggles, while fundamental interests are linked to fundamental struggles about 
withdrawing from the capitalist system of production).�

�
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political party in shaping life chances, and highlights distribution in a way that moves 

well beyond a two�class understanding of capitalist society. Inequality, therefore, can be 

understood in terms of distribution, with multiple class positions emerging to shape the 

“probability of procuring goods, gaining a position in life, and finding inner satisfaction” 

(Weber, 1947, p. 302) for various groups in society. �

Further, Weber argued that power and authority could come from the influence 

and status that individuals gain from their occupations. In hierarchical, bureaucratic 

organizations, power and authority are distributed in a top�down manner, with�RIILFH�

authority “found in all bureaucratic structures” (Weber, 1947, p. 61). 1RQHWKHOHVV��Weber 

(1947) also offers an instructive early departure (or complimentary perspective) from 

strict top�down approaches to questions of inequality and opportunity. This is because, in 

addition to his attention to hierarchy and authority, Weber focuses on the individual and 

his/her subjective values, motives, and actions. His action�oriented point of view provides 

a perspective that is far less deterministic than others of the time, and helps construct a 

framework from which to analyze the role of worker�customer interactions and 

relationships (as I have begun to do in Chapters 4 and 5, and continue to do below). �

� Bourdieu’s (1986, 1989) Marxian approach emphasizes relationships in the 

ZRUNSODFH�DQG�LV�KHOSIXO�ZKHQ�FRQVLGHULQJ�KRZ�LQHTXDOLW\�LV�UHSURGXFHG�LQ�WKH�VHUYLFH�

WULDQJOH��$V�(YHUHWW��������QRWHV��“UHODWLRQVKLSV�DUH�PRUH�LPSRUWDQW�WR�%RXUGLHX�WKDQ�

Marx” (p. 16). Applying Bourdieu’s concepts to the study of organizations is instructive 

EHFDXVH�WKH�DXWKRU���

KDV�XV�FRQVLGHU�WKH�ZD\�WKH�V\PEROLF�UHDOP�PHGLDWHV�HYHU\GD\�OLIH�and the global 

relations of domination between classes… it also concerns the fact that 
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Bourdieu’s notion of power is relational or process oriented. This is to say that for 

Bourdieu power is a function of relations between subjects and so power must be 

seen to function through a multiplicity of relations. (Everett, 2002, p. 56�57)�

While the premise of the triangle of power is built on the notion that power flows multi�

directionally between workers, managers, and customers (see Chapter 4, section 4.3 and 

Chapter 5, section 5.3 for analysis of the multi�directional flow of power), later on in this 

chapter (section 6.4) I consider more carefully the relationship between power and 

unequal opportunities for specific groups of workers. �

� %RXUGLHX��������KLJKOLJKWV�KRZ�PXOWLSOH��LQWHUVHFWLQJ�IRUPV�RI�FDSLWDO�DUH�

DFFXPXODWHG�E\�LQGLYLGXDOV�DQG�VKDSH�LQHTXDOLW\�DQG�RSSRUWXQLW\��,Q�DGGLWLRQ�WR�

HFRQRPLF�FDSLWDO��%RXUGLHX�GHVFULEHV�KRZ�ZRUNHUV�DOVR�DFFXPXODWH�V\PEROLF�FDSLWDO�

�WKURXJK�LQYHVWPHQW�LQ�WLPH��DQG�VRFLDO�FDSLWDO��WKURXJK�QHWZRUNV��EHORQJLQJ�WR�D�JURXS���

Significantly, cultural capital, like social capital, is linked to economic capital. Bourdieu 

writes:�

Because the social conditions of its transmission and acquisition are more 

disguised than those of economic capital, it is predisposed to function as symbolic 

capital… the specifically symbolic logic of distinction additionally secures 

material and symbolic profits for the possessors of a large cultural capital: any 

given cultural competence (e.g., being able to read in a world of illiterates) 

derives a scarcity value from its position in the distribution of cultural capital and 

yields profits of distinction for its owner. (p. 49)�

As I will discuss shortly (section 6.4.1), access to multiple forms of capital was uneven 

amongst my participants. �
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� Embodied cultural capital, or social capital, can be converted to economic capital 

to provide advantages to some groups over others. More recently, scholars have built on 

Bourdieu’s work to explore capital in relation to gender and race (e.g., Huppatz, 2009; 

Bauder, 2003). For instance, Huppatz (2009) contributes to Bourdieu’s work on capital 

by adding gender as a form of cultural capital. She differentiates between female and 

feminine capital, writing: �

female capital is the gender advantage that is derived from being perceived to 

have a female (but not necessarily feminine) body; whereas feminine capital is the 

gender advantage that is derived from a disposition or skill set learned via 

socialization, or from simply being hailed as feminine (this occurs when one’s 

body is recognized as feminine). (Huppatz, 2009, p. 50)�� �

Similarly, Bauder (2003) uses “institutionalized cultural capital” (measured through 

educational degrees) to make an argument for why, and how, immigrant workers are 

excluded from the upper tiers of the labour market. These are critical advancements to 

Bourdieu’s discussion of capital(s) that I take up below in my analysis of the gendered 

and racialized forms of social inequality found within the service triangle. �

�

ϲ͘Ϯ͘Ϯ��ŚĂŶŐŝŶŐ�ŽƌŐĂŶŝǌĂƚŝŽŶƐ͕�ĞůĞǀĂƚĞĚ�ŝŶƐĞĐƵƌŝƚǇ�ĂŶĚ�ƌŝƐŬ�
�
In Chapter 3 (section 3.2) I began to detail a process of individualization which has been 

unfolding in The Bank for the past decade. These changes mirror a larger�scale 

�������������������������������������������������
���While Huppatz (2009) champions the concepts of “feminine capital” and “female 
capital” as helpful “for examining women’s movements across fields and gendered forms 
of advantage”, she notes that gendered female capital “always operates within 
constraints” (p. 61).�
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transformation in advanced economies that is leaving the individual experiencing greater 

risk and insecurity (see Beck, 1992, 2000; Hacker, 2006; Sennett, 1998; Perrons, 2003). 

Here, Beck’s Risk Society (1992) highlighted the ramifications of this shift by considering 

the impact of risk on a broad set of areas, such as the environment and politics. Later in 

The Brave New World of Work (2002), Beck developed a more specific analysis of the 

outcomes of heightened risk in the workplace. Comparing the insecurity found in the 

labour markets of developed countries to what is found in developing countries, Beck 

writes, �

the spread of temporary and insecure employment, discontinuity and loose 

informality into Western societies that have hitherto been the bastions of full 

employment. The social structure in the heartlands of the West is thus coming to 

resemble the patchwork quilt of the South, characterized by diversity, unclarity 

and insecurity in people’s work and life. (2002, p. 1)�

� Applying the theory of individualization to an analysis of 21st century capitalist 

organizations produces an interesting perspective on structure, agency, and organizational 

change. For the risk theorists, the individual lies at the centre of the organization. 

Therefore the individual—through his/her actions—also plays a crucial role in shaping 

the structure of the organization. Reflecting this point, Lash and Urry (1994) highlight a 

shift from flexible production to “reflexive production”. They note that production:�

is reflexive in regard to individualization. Employees as agents must take more 

individual responsibility with the ‘slimming’ of the firm’s management 

structures… This sort of reflexive economic actor is no longer to such a great 

extent circumscribed by the constraints of ‘structure’, subject to the rules and 
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resources of the shopfloor. Instead he/she operates at some distance from these 

rules and resources; he/she makes decisions as to alternative rules and resources; 

and he/she finally is responsible for the continuous transformation of both 

shopfloor rules and (in process and product) resources. (Lash and Urry, 1994, p. 

122) �

The “reflexive modernization”(Beck et al., 2003; Lash and Urry, 1994) argument is 

useful in that it helps make sense of the insecurity and risk that workers experience in a 

flexible economy. As Ezzy (2001) writes: “even amongst those workers in secure 

employment, the transformation in the meaning of working encouraged by team work and 

flexibilization result in a more individualistic cultural orientation amongst these workers” 

(p. 631). �

� With labour market changes restructuring work in “risk” society, we have seen a 

greater sense of competition amongst individuals develop. To illustrate this point, Beck 

and Beck�Gernsheim (2002) write:�

Competition rests upon the interchangeability of qualifications and thereby 

compels people to advertise the individuality and uniqueness of their work and 

their own accomplishments. The growing pressure of competition leads to 

individualization among equals, i.e. precisely in areas of interaction and conduct 

which are characterized by a shared background (similar education, similar 

experience, similar knowledge). Especially where such a shared background still 

exists, community is dissolved in the acid bath of competition. (p. 33) �

Instead of a collective understanding and experience of work, a labour market 

characterized by insecurity and competition has contributed to individualization and 
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eroded collectivity in the workplace. Lash and Urry (1994) argue that “risk society is not 

a class society” (p. 33). Similarly, Beck (1992) argues that risk positions are overtaking 

class positions, with risk and insecurity impacting individuals more than class position.�� �

Yet, as Mythen (2005) notes, the collective experience of work is still very much 

important; he writes: “while class identities may be receding, class locations remain a key 

determinant of employment opportunities… In a changeable economic climate, we may 

all sense the consequences, but it does not subsequently follow that we will all share the 

consequences” (Mythen, 2005, p. 139). Writing about economic insecurity, specifically, 

Western and colleagues (2012) note that low�income households experience high levels 

of economic insecurity. The distribution of risk and insecurity, then, is necessary to 

consider. Similarly, the relationship between the distribution of individual risk and 

insecurity, and the perpetuation of social inequalities based on social location demands 

attention, as it is possible that “employment�related risks have been individualized to the 

extent that people are encouraged to perceive structural inequalities as shortcomings” 

(Mythen, 2005, p. 135).�

�

ϲ͘Ϯ͘ϯ�/ŶĞƋƵĂůŝƚǇ͕�ƐŽĐŝĂů�ůŽĐĂƚŝŽŶ͕�ĂŶĚ�ƐĞƌǀŝĐĞ�ǁŽƌŬ�
�
The above accounts of inequality and stratification within capitalist enterprises are all 

fundamentally rooted in the traditional worker�manager (or worker�owner) employment 

relationship. However, there is little room for a discussion of customers and the role that 

customers may play in shaping inequality in the workplace. In this section I address this 

�������������������������������������������������
���It should be noted that Beck (1992) also highlights how gender, race, class shape life 
chances. As Mythen (2005) suggests, the criticism here is that the universalizing nature of 
the risk society thesis can minimize the impact of these intersectional social locations.�
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important gap by focusing more specifically on the role of relationships and 

interactions—particularly between workers and customers—as they shape the production 

and reproduction of inequality in upper�tier service organizations. �

5HODWHG�WR�FXVWRPHU�LQWHUDFWLRQV��WKHUH�KDV�EHHQ�NH\�HPSLULFDO�UHVHDUFK�IURP�

GLYHUVH�VHFWRUV�RQ�WKH�SHUIRUPDQFH�RI�HPRWLRQDO�ODERXU��HLWKHU�EHWZHHQ�ZRUNHUV�DQG�

FXVWRPHUV��H�J���/HLGQHU�������������:KDUWRQ��������%ROWRQ�DQG�+RXOLKDQ��������&XUOH\�

DQG�5R\OH��������RU�EHWZHHQ�FR�ZRUNHUV��H�J���3LHUFH��������(YDQV���������:LWK�UHVSHFW�

WR�WKH�IRUPHU��/HLGQHU���������������IRU�LQVWDQFH��DQDO\]HV�KRZ�SHUIRUPLQJ�VLPLODU�W\SHV�

RI�HPRWLRQDO�ODERXU�FDQ�EH�FRQVWUXFWHG�DV�IHPLQLQH�RU�PDVFXOLQH�GHSHQGLQJ�RQ�WKH�

LQGXVWU\�DQG�UROH��6KH�FRPSDUHV�IDVW�IRRG�VHUYLFH�ZRUNHUV�ZLWK�GRRU�WR�GRRU�LQVXUDQFH�

VDOHVSHRSOH�DQG�DUJXHV�WKDW�DOWKRXJK�ERWK�RFFXSDWLRQV�UHTXLUH�WKH�SHUIRUPDQFH�RI�VLPLODU�

IRUPV�RI�HPRWLRQDO�ODERXU��ZLWK�ZRUNHUV�QHHGLQJ�WR�GHIHU�WR�FXVWRPHUV��SDVVLYHO\�DFFHSW��

VPLOH��DQG�EH�FKHHUIXO���WKH�ORZ�VWDWXV�IRRG�MREV�DUH�FRQVWUXFWHG�DV�IHPLQLQH�ZKLOH�WKH�

insurance sales jobs are constructed as masculine. Leidner notes: “The actual features of 

WKH�ZRUN�GR�QRW�ULJLGO\�GHWHUPLQH�LWV�JHQGHU�GHVLJQDWLRQ��1HYHUWKHOHVV��WKH�DVVRFLDWLRQ�RI�

D�MRE�ZLWK�PDQOLQHVV�VHUYHV�WR�HOHYDWH�WKH�ZRUN�LWVHOI�DQG�DOORZV�PHQ�WR�FRQVWUXH�VXFFHVV�

on the job as proof of masculinity” (1991, p. 172). Like arguments about the construction 

RI�JHQGHU�UHTXLULQJ�UHSHDWHG�SHUIRUPDQFH—the “stylized repetition of acts” (Butler, 1990, 

S������—and “routine, methodical, and recurring accomplishment” (West and 

=LPPHUPDQ��������S��������DERYH�/HLGQHU�VXJJHVWV�WKDW�JHQGHU�DQG�LGHQWLW\�LQ�WKHVH�MREV�

DUH�FRQWLQXDOO\�FRQVWUXFWHG��UHFRQVWUXFWHG��DQG�DFFRPSOLVKHG��5DWKHU�WKDQ�MREV�EHLQJ�

PDVFXOLQH�RU�IHPLQLQH��WKH�DFW�RI�GRLQJ�WKH�MRE��DQG�WKH�FRQVWUXFWLRQ�RI�FHUWDLQ�DVSHFWV�RU�
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VNLOOV�UHTXLUHG�IRU�WKH�MRE�DV�PDVFXOLQH�RU�IHPLQLQH��FRQWULEXWHV�WR�LWV�JHQGHULQJ��,Q�WKLV�

ZD\�JHQGHU�LQHTXDOLW\�DW�ZRUN�LV�SURGXFHG�DQG�UHSURGXFHG�RQ�D�GDLO\�EDVLV���

� ,Q�DGGLWLRQ��0LUFKDQGDQL��������H[SORUHV�KRZ�LQWHUDFWLRQV�EHWZHHQ�,QGLDQ�FDOO�

FHQWUH�ZRUNHUV�DQG�1RUWK�$PHULFDQ�FXVWRPHUV�DUH�FRQFXUUHQWO\�JHQGHUHG��UDFLDOL]HG��DQG�

FODVVHG��7KHVH�ZRUNHUV�PXVW�QHJRWLDWH�PDQDJHU�DQG�FXVWRPHU�GHPDQGV�DQG�H[SHFWDWLRQV�

as they perform emotions and engage in “authenticity work” (Mirchandani, 2012—VHH�

&KDSWHU����VHFWLRQ������DV�WKH\�LQWHUDFW�ZLWK�FXVWRPHUV�RYHU�WKH�SKRQH��6LPLODUO\��3LHUFH�

�������DUJXHV�WKDW�WKH�HPRWLRQDO�ODERXU�IHPDOH�SDUDOHJDOV�SDUWLFLSDWH�LQ�ZLWK�PDOH�

DWWRUQH\V�FRQWULEXWHV�WR�UHSURGXFLQJ�JHQGHU�UROHV�DQG�VWHUHRW\SHV�LQ�WKH�ODZ�ILUP��

6LJQLILFDQWO\��JHQGHU�DQG�UDFLDO�LQHTXDOLWLHV�DUH�UHSURGXFHG��LQ�SDUW��WKURXJK�XQHTXDO�

SRZHU�GLIIHUHQWLDOV�LQ�ZRUNHU�FXVWRPHU�RU�FR�ZRUNHU�LQWHUDFWLRQV—ZLWK�PDQDJHUV��

FXVWRPHUV��DQG�FR�ZRUNHUV�SOD\LQJ�DFWLYH�UROHV�LQ�VKDSLQJ�LQHTXDOLW\���

� Essential research, therefore, has been advanced with regards to how social 

location shapes opportunity for individuals in the labour market. ,Q�UHFHQW�GHFDGHV��IRU�

instance, there has been an increase in academic research and theory on women’s 

SDUWLFLSDWLRQ�LQ�SDLG��DQG�XQSDLG��ZRUN��9RVNR��������*RWWIULHG��������(QJODQG��������

Research has examined how women’s positions within thH�VWUXFWXUHV�RI�ZRUN�

RUJDQL]DWLRQV�DUH�JHQGHUHG��.DQWHU���������DV�ZHOO�DV�KRZ�ZRPHQ�DQG�PHQ�SDUWLFLSDWH�LQ�

JHQGHULQJ�MREV�DQG�MRE�KLHUDUFKLHV�LQ�RUJDQL]DWLRQV��$FNHU����������

,Q�KHU�ODQGPDUN�VWXG\�RI�ZRPHQ�LQ�FRUSRUDWLRQV��.DQWHU�DUJXHV�WKDW�ZRPHQ�

RFFXS\�GLVWLQFWLYH�SRVLWLRQV�ZLWKLQ�WKH�VWUXFWXUH�RI�FRUSRUDWH�RUJDQL]DWLRQV��6KH�

LQWURGXFHV�WKH�FRQFHSW�RI�WRNHQV��DUJXLQJ�WKDW�IHPDOH�WRNHQ�ZRUNHUV��ZRPHQ�LQ�

RFFXSDWLRQV�GRPLQDWHG�E\�PDOHV��DUH�KLJKO\�YLVLEOH��HDVLO\�VWHUHRW\SHG��DQG�W\SLFDOO\�
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perform “their joEV�XQGHU�SXEOLF�DQG�V\PEROLF�FRQGLWLRQV�GLIIHUHQW�IURP�WKRVH�RI�

dominants” (Kanter, 1977, p. 212).�$OWHUQDWLYHO\��$FNHU��������DUJXHV�WKDW�ZRUN�

RUJDQL]DWLRQV�DUH�QRW�JHQGHU�QHXWUDO��EXW�LQVWHDG�DUH�VKDSHG�DQG�FRQVWUXFWHG�E\�WKH�

LQWHUDFWLRQV�EHWZHHQ�PHQ�DQG�ZRPHQ��ZRPHQ�DQG�ZRPHQ��DQG�PHQ�DW�PHQ�DW�ZRUN��,Q�

WKLV�ZD\��LW�LV�WKH�LQGLYLGXDO�ZRUNHUV�ZKR�SOD\�DQ�DFWLYH�UROH�LQ�UHSURGXFLQJ�DQG�

UHLQIRUFLQJ�JHQGHUHG�GLYLVLRQV��JHQGHUHG�MREV��DQG�JHQGHUHG�KLHUDUFKLHV�LQ�RUJDQL]DWLRQV��

She argues: “To say that an orgaQL]DWLRQ����LV�JHQGHUHG�PHDQV�WKDW�DGYDQWDJH�DQG�

GLVDGYDQWDJH��H[SORLWDWLRQ�DQG�FRQWURO����DUH�SDWWHUQHG�WKURXJK�DQG�LQ�WHUPV�RI�D�

distinction between male and female, masculine and feminine” (Acker, 1990, p. 146). �

� $V�PRUH�ZRPHQ�KDYH�HQWHUHG�WKH�ODERXU�IRUFH—DQG�HQWHUHG�LQWR�SUHYLRXVO\�PDOH�

GRPLQDWHG�RFFXSDWLRQV��LQ�SDUWLFXODU—D�SURFHVV�RI�ODERXU�PDUNHW�SRODUL]DWLRQ�KDV�

XQIROGHG��ZLWK�VRPH�MREV�KDYLQJ�XQGHUJRQH�UHVHJUHJDWLRQ��5HVNLQ�DQG�5RRV��������������

+XJKHV���������5HVNLQ�DQG�5RRV��������HPSOR\�D�KLVWorical analysis of women’s 

HQWUDQFH�LQWR�QRQ�WUDGLWLRQDO�RFFXSDWLRQV�WR�GHPRQVWUDWH�WKDW�WKH�UHVHJUHJDWLRQ�RI�

RFFXSDWLRQV�FDQ�EH�PLVWDNHQ�IRU�LQWHJUDWLRQ��6LPLODUO\��+XJKHV��������DUJXHV�WKDW�HYHQ�

WKRXJK�ZRPHQ�KDYH�HQWHUHG�QRQ�WUDGLWLRQDO�MREV�LQ�&DQDGD�VLQFH�WKH�����V��FKDQJHV�LQ�

the structure and patterns of women’s employment need to be contextualized within the 

FKDQJHV�DQG�UHVWUXFWXULQJ�RI�WKH�RYHUDOO�ODERXU�PDUNHW����$V�PDMRU�VWUXFWXUDO�FKDQJH�KDV�

�������������������������������������������������
���5HVNLQ�DQG�5RRV��������XVH�D�TXHXLQJ�SHUVSHFWLYH�WR�VKRZ�WKDW�ODERXU�TXHXHV�DQG�MRE�
TXHXHV�DUH�JHQGHUHG��ZLWK�WKH�OHDVW�DWWUDFWLYH�MREV�JRLQJ�WR�ZRUNHUV�ORZHU�GRZQ�LQ�WKH�
ODERXU�TXHXH��$V�ZRPHQ�HQWHUHG�SUHYLRXVO\�PDOH�GRPLQDWHG�RFFXSDWLRQV��WKH�DXWKRUV�
IRXQG�WKDW�SD\�DQG�VWDWXV�GHFUHDVHG��DQG�WKH�MREV�EHFDPH�IHPLQL]HG���)RU�H[DPSOH��D�FDVH�
VWXG\�RI�WKH�EDQNLQJ�LQGXVWU\�GXULQJ�WKH�����V�GHPRQVWUDWHV�WKDW�DOWKRXJK�ZRPHQ�
H[SHULHQFHG�PDVVLYH�HPSOR\PHQW�JURZWK�GXULQJ�WKLV�SHULRG��WKH�DXWRQRP\��DXWKRULW\��DQG�
VWDWXV�RI�WKH�SRVLWLRQV�WKH\�WRRN�XS�GHFUHDVHG�GXULQJ�WKH�VDPH�SHULRG��%LUG���������
Further, women’s employment was concentrated in interactive service work in the 
EUDQFK��ZKLOH�PHQ�GRPLQDWHG�FRPPHUFLDO�EDQNLQJ��
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XQIROGHG�DW�7KH�%DQN�WKDW�KDV�VSDUNHG�WKH�HPHUJHQFH�RI�D�WULDQJOH�RI�SRZHU��LW�LV�

FULWLFDOO\�QHFHVVDU\�WR�TXHVWLRQ�KRZ�WKHVH�GHYHORSPHQWV�KDYH�LPSDFWHG�WKH�RSSRUWXQLWLHV�

DQG�RFFXSDWLRQDO�SRVLWLRQV�IRU�GLVDGYDQWDJHG�JURXSV��

� �

ϲ͘ϯ�/ŶĚŝǀŝĚƵĂůŝǌĞĚ�ŝŶƐĞĐƵƌŝƚǇ�ĂŶĚ�ƌŝƐŬ�
�
In this section I argue that the triangle of power regime at The Bank has created a work 

landscape characterized by individualized insecurity and risk. Instead of experiencing 

solidarity or a shared identity with their co�workers, participants across the branch and 

commercial workforces reported a growing sense individualism at work in the 

organization. We can see this through developments that include increased competition 

and conflict, changing structures with flatter organizational hierarchies characterized by 

teamwork, and individual rankings. �

�

ϲ͘ϯ͘ϭ�dĂƌŐĞƚŝŶŐ�ŝŶĚŝǀŝĚƵĂů�ǁŽƌŬĞƌͲĐƵƐƚŽŵĞƌ�ƌĞůĂƚŝŽŶƐŚŝƉƐ�
�
In Chapter 3 I described several organizational changes that have significantly impacted 

the day�to�day work experiences of my participants. Central among them is the move 

towards flatter organizational hierarchies and structures through the consolidation of 

multiple job levels or categories into one (see Chapter 3, Figures 3.1�3.4). The shift to a 

more post�bureaucratic organizational structure came with an increased emphasis on 

“teams” and “teamwork” and a push for collaboration. Nonetheless, with changes in 

performance assessment related to the customer leading to workers being ranked 

individually, competition for sales, and competition for relationships with customers, has 
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increased. Therefore, while the structure of the organization is explicitly based on 

teamwork, implicitly it is much more individualistic.�

� In addition to contributing to new forms of control (see Chapter 4), the 

proliferation of customer�related targets have contributed to a process of individualization 

at The Bank. For many occupational groups, management has instituted a number of new 

targets which help them rank workers across a wide spectrum.�� These targets relate 

directly to a worker’s capacity to “effectively” (or “productively”) interact with the 

customer. For example, branch workers have computer�generated conversation cues that 

they are meant to “action” during customer interactions. Here workers are given a 

conversation prompt and then supposed to indicate whether or not they used the prompt 

after the customer interaction is complete (by “clicking” yes or no on their computer 

screen). Then, an “opportunity” is created for the customer based on whatever product 

was discussed in the conversation. As one FSM indicated, “I track my conversation cues. 

Because, we have a target for conversation cues. It’s like 70 per cent actioned and 50 per 

cent accepted” (Marilyn). Most branch workers expressed difficulty with meeting these 

high targets (50�70 per cent for branch workers), particularly given the fact that many 

times they open a customer profile and are given a conversation cue without the customer 

even present. In this scenario it is up to the individual worker to track and document 

his/her cues, like Marilyn does. She continues, �

I always try to remind myself, with a sticky note. Because my customer cues are 

very low and I don’t know why. I put a sticky note so I have proof for my boss. 

�������������������������������������������������
���+RZHYHU��WDUJHWV�LQYROYLQJ�FUHGLW�FDUGV��5563V��DQG�ORDQV�KDYH�H[LVWHG�LQ�WKH�EUDQFK�
FRPPHUFLDO�GLYLVLRQV�IRU�PRUH�WKDQ�WHQ�\HDUV��
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“Look, I had this one. I did not action it but I refreshed it.”  Because she will ask 

me, “Where’s your proof?” “Here, I have a sticky note” [laughs]. �

Important here is that it is up to the worker to negotiate with managers and customers in 

order to meet their goals. The responsibility is firmly placed on the worker, with 

individual workers needing to come up with their own, personal strategies (such as using 

a sticky note to offer proof to a manager, or tracking customer calls in a personal diary) in 

order to succeed in this more competitive environment. �

Similar to conversation cues, the process of writing and sending thank you cards 

(TYCs) to customers is structured in a top�down manner. Yet, although management sets 

targets for TYCs (ranging roughly from 1 to 5 cards per week, depending on the role) and 

monitors card content, it is up to the individual worker to manage targets and produce 

better cards than their peers. As James (FSC) notes, “Thank you cards are a good idea, 

but the way the bank is pushing us, it’s like, oh for example I have 10 thank you cards 

year to date. I’m supposed to be at 90. Like, 90?! The bank sets too many targets for us.” 

As seen in my earlier discussion of TYCs (see Figures 5.2 and 5.3 in Chapter 5, section 

5.3, in particular) participants reported a diverse set of strategies for writing effective 

cards. And while some roles, such as CRMs, received managerial direction on how to 

foster an emotional connection in order to write a TYC (through “observing the 

environment”, for example), for the most part my participants used lessons from the 

“daily huddles” and their own experience to cobble together a personal approach to 

writing TYCs.�

With higher targets than their more senior colleagues, many of my CRS, FSC, and 

CSO participants lamented having to “go through the motions” at times, which impacted 
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their capacity to develop authentic interactions with customers. Eva (a former CSR) 

described the time crunch that CSRs experience and how it relates to producing what the 

bank would deem a “quality” TYC. She argues: “But it’s tough to write a genuine card 

when you have a lot of stuff to do as well. And I think the CSRs, they have a lot to do. 

And then they have to write a genuine card.” For many of my participants, taking the 

time to write a “genuine” or “authentic” TYC was important, as they value the 

relationships they have with customers and do not want to threaten these relationships 

(see Chapter 5, section 5.3). Nonetheless, as with Eva, many struggled to set aside their 

personal sense of responsibility in order to exceed managerial targets and perform better 

than their co�workers. Here we see the development of individuals in non�sales roles 

having to confront and question their own approach to—and understanding of—the 

customer. In adopting an instrumental or non�commercial place along the “emotional 

spectrum” (Chapter 5, section 5.2), these workers make choices about their participation 

in service work that has a significant impact on their performance evaluation and career 

prospects. In contrast, ten years prior the majority of my participants were assessed 

mainly on their transactional capabilities, while their engagement with emotions on the 

job mostly contributed to their intrinsic value of work.�

� From management’s perspective, tracking customer loyalty through the use of 

customer feedback and the monitoring of sent TYCs is a way to measure “customer 

experience.” As a senior vice president at The Bank noted: “If we are going to be the 

bank that defines a great customer experience, as our core of who we are, then measuring 

customer service has to be the most significant thing that we do” (Angelo). He continued, 

highlighting the primary position of the TYC is helping to achieve the organization’s 



�
����

customer loyalty goals: “… we state that we want to define the customer experience and 

we’ve chosen thank you cards… Because the card is not what we’re doing. It’s the 

connection. In this [card], we’ve now personalized a consumer relationship with a 40,000 

employee company.” The elevated role of customer loyalty is reflected in the 30 per cent 

stake in performance reviews and performance�based pay that it constitutes, and observed 

through organizational initiatives such as monthly employee TYC competitions.�

� The ramifications of failing to adequately action customer cues or write TYCs for 

workers is considerable and contributes to a sense of insecurity. These targets are directly 

linked to a worker’s performance assessment and prospects for performance pay, 

promotion, or departure. For Megan (a CSO), for example, failing to send enough TYCs 

was noted in her performance review: “To be honest, and it was in my PPA. It was 

actually noted that I’m having a hard time sending thank you cards—because I just, I 

don’t want to be fake. I don’t want to be fake. I don’t want to”. Again we see workers 

wrestling with the feeling they have to be fake, or inauthentic, when producing their 

TYCs instead of being “genuine”.�

Another commercial worker who struggled to find the time to write TYCs noted, 

“You haven’t done it so what can you do? You probably have it noted in your review” 

(Treina). In fact, it did factor into Treina’s performance review as she had recently scored 

a “satisfactory” review, instead of “exceptional”. A third commercial worker argued that 

her experience with the organization—and the long�standing relationships she has with 

customers—has allowed her to survive consistently poor performance reviews, which 

have translated in her no longer receiving performance pay. After I ask what her manager 

says when Erika tells her that she has not met her TYC target, Erika notes, �
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What is she going to say? It will reflect on my review. [Pause]. I guess in a way 

I’m lucky that I have been with the bank for so long [over 25 years], and I’ve 

been in this position for so long and I know a lot of clients. I have good 

relationships with the clients. And I know them well.�

Although Erika expresses a level of confidence that her experience and track record with 

customers will help her maintain her position, this perspective was in the minority based 

on my participants. Workers—like Phil described below—were more likely to express an 

increased sense of insecurity, and stress, that comes with failing to meet performance 

targets.�

� Targets such as conversation cues and TYCs built to track interactions and 

relationships add another layer of responsibility to workers’ roles. They emphasize the 

worker’s increasingly central role in organizing work in upper�tier service organizations. 

A key point here is that individual scores—for attaining targets related to customer cues, 

sales, or TYCs—are used by management to rank workers and distribute performance 

pay accordingly. Equally important, through organizational processes like the daily 

huddle (ironically designed to foster a sense of teamwork) workers are continuously 

made aware of how they rank against their co�workers. Nonetheless, The Bank is still 

operating in somewhat of a top�down fashion—in the sense that management has laid out 

(and intensified) the rules for winning and losing in the organization. However, more than 

ever it is up to worker to navigate through the system and take individual ownership and 

responsibility for parts of larger organizational goals. Consequently, this contributes to an 

increased sense of insecurity for workers.  �

�
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ϲ͘ϯ͘Ϯ��ŽŵƉĞƚŝŶŐ�;ǁŝƚŚ�ĐŽͲǁŽƌŬĞƌƐͿ�ĨŽƌ�ĐƵƐƚŽŵĞƌƐ�
�
Managers in personal and commercial banking indicated how a ranking system has 

permeated across all job categories—with workers being ranked against their co�workers, 

and groups being ranked against other groups. The two main components of these 

rankings are sales targets (measured through financial accounting and sales opportunities) 

and customer loyalty scores (e.g., tracking and assessment of TYCs, customer cues). In a 

team�based work environment where co�workers are encouraged to work together to 

serve customers, ranking individuals based on sales targets presents difficulties. As Erika 

(CSO) indicated: �

We are one bank. We should be working as a team. Of course, I am in competition 

with the account manager. I am in competition with my peers. With everybody. 

Okay? And you know what, this brings the worst out of people. I can tell you that 

much… Because my co�workers are contacting those clients just as I am. We 

share them [the clients]. �

� Competing for sales and customer loyalty both within job groups (e.g., CSR group 

or CSO group) and across job categories (e.g., CSRs and FSMs, CSOs and CRMs) has 

unsettled the terrain for workers, creating new challenges for many and opportunities for 

others. From a front�line commercial or branch worker’s perspective, conflict often arises 

out of questions about ownership of customers. Where customers are most�often assigned 

to a specific FSM or CRM, CSRs and CSOs are encouraged by managers (and tracked 

through new control processes) to engage customers about sales opportunities. So, for 

CSOs, “the suggestion is that I should be doing inquiries on the client’s account to see if 

they are bringing any money in from the outside. To see what kind of activities are going 
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on. To call them” (Erika). At the branch, FSCs experience the same process, with 

managers providing lists of branch customers to cold call. During my fieldwork, FSCs at 

the main branch, for instance, were required to make 50 outbound calls per day, with 

managers regularly monitoring a worker’s progress through call lists, and listening in 

from time to time. When taken away from her desk to help a co�worker or talk to a 

customer in the branch’s line�up, Jenn complains: “And sometimes they’re [managers] 

like, ‘You don’t have time for that. You have to make [your] outbound calls’”. �

� For CSOs, who along with CRMs are part of a team that service the needs of 

commercial customers, competition for targets often entails a power struggle with CRMs. 

Entering the field I had questions about how workers negotiate various targets, but I was 

surprised when competition for customers emerged as a main theme in my interviews. 

When I asked Sara about her relationship with CRMs and if it felt like they were in 

competition with each other she suggested:�

Yeah, sometimes. Like, I’ve had one new CRM. I had to go and talk to her 

because of that. Yeah. And I could tell that she felt we were sort of competing. 

Because I told her that I’d be talking to the client. And I don’t think she wanted 

me talking to the client. So she went right ahead and put the opportunity under her 

right away. I’m like, “Oh my god!” [laughs]. And then she basically said to me, 

“You know, I want to work with my clients. I want to be able to talk to them first.” 

So I found that with her, I could see that. I could see that there’s competition. I 

could feel it. Yeah.�

The sense of ownership over her clients displayed by this CRM was shared amongst my 

CRM participants. An unrelated CRM participant, for instance, used a school bus 
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metaphor to position herself as the clear leader of her team. Asked about a sense of 

competition with her CSOs, Valeria argues:�

I think the bank still has a lot of work to do on that. Because, while it’s a good… 

At the same time there is overlapping. Where, myself as an account manager. 

Okay this is my analogy, I’m the bus driver, okay? And I have all the passengers 

in that bus. And no matter what happens I have to drive that bus. And if I don’t 

drive it, it’s going to fall off the road. So that’s the way that I look at it. So while 

we have CSOs… anything that is given to those individuals usually has to come 

through the account manager. So I have to manage the customer, and manage the 

internal process all at the same time. And it does take a lot of time. It is time 

consuming. And, one of the things that you have to be is extremely organized. 

Because if you’re not, you’re going to fall off the road. �

� For CSOs engaged in conflict with CRMs, however, part of their problem is a lack 

of conflict resolution. For, while they are, in a sense, on the same team as CRMs, they 

work within two different commercial hierarchies. CSOs report to their own managers 

who, in turn, report to district area managers, while CRMs report directly to another set 

of district area managers. Sara continues:�

One thing I don’t like is disrespect. I don’t like that. I had a few where, I think, I 

was seen maybe as a secretary. Not that it’s a bad thing to be a secretary. I’m not 

saying that at all. But, it was almost seen that way. It wasn’t seen as, “You’re my 

colleague. I work with you.” It’s like, “Well, you’re my secretary and so when I 

ask you to do this or do that, do it.” And there was no respect there. I had one in 

particular. He was extremely, extremely, disrespectful. To the point where I didn’t 
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want to work with him. And, he was told over and over to change his ways and his 

behaviour, but he didn’t. And I even told him. We talked. But, yeah, there are 

some CRMs who are very difficult. I don’t know if it’s an ego thing. I don’t know 

if they thing, well, “I’m above you. Therefore I can speak to you a certain way or 

get you to do things. Of, just because.”�

� Similarly, Justine (a 25�year old CSO) described the attitude she feels coming 

from one of her CRM colleagues. She notes: “I don’t know how to describe it. That 

general attitude of—you know, ‘You’re supposed to be doing these administrative tasks 

for me, so I can push my sales and whatever.’ It’s just a demeaning tone when they’re 

speaking to you and when they’re addressing you.” Asked what her manager will do in 

this situation if she asks for assistance, Justine argues:�

Sit on it. Because he can’t do anything. I mean, he has addressed the issue a 

couple of times with this particular CRM, so that was great. But, I mean it’s an 

ongoing issue. It’s not just one thing that happens and then we can get over it. It 

builds off each other. He addresses some of the issues, but then the other ones – 

it’s just like, you have to pick your battles. I’ll just do what I have to do. Ignore 

what that comment was. And move forward. �

In these instances of co�worker competition and conflict the power that CRMs derive 

from their worker�customer relationships is larger than the power that CSOs derive from 

their relationships with customers. Although both sets of workers are charged with 

winning sales from customers, the structure of the organization and worker�customer 

relationships means that the CRM�customer relationships is valued over the CSO�

customer relationship. However, given the changes in performance management and 
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assessment that involve the increased presence of customers (through service triangle 

interactions sparked by the intensification of sales and customer loyalty targets), it is 

perhaps understandable that workers would feel a greater sense of competition and a 

larger sense of insecurity as they go through their work on a day�to�day basis.  �

� The increased reliance on various targets to track and assess workers has resulted 

in the economic stratification of workers within and across work groups (based on salary 

and performance pay). During my time in the field, the organization also launched a 

policy that required ten per cent of workers from every major work group to receive no 

performance pay. In the branch, sales numbers and worker ranking are often on full 

display for team members to take in. The daily practice of the “morning huddle” serves as 

a primary way to highlight worker performance. An FSC, Eva, describes a typical daily 

huddle in the main branch:�

We go over the numbers. Sometimes I feel that it’s not really beneficial. Not every 

single day. I think you should have a good huddle… Because the person down 

below feels even more negative, and they lose their drive to do good. You know. 

It’s like, no, if he’s on the ground you don’t want to do that. Let the managers 

handle that. Nobody else needs to know about it… Friendly competition is okay. 

Have contests. Friendly competition is okay. But this is not okay.�

Managers discussed a main benefit from open, transparent accounting about sales and 

loyalty targets as being the lack of surprises during annual performance review time. 

During regular “performance check�ins” managers will make sure workers understand 

how they rank against their peers. As one manager, Christian, noted, “Well, the purpose is 
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more for the end of the year when we have to talk about bonuses. If they’re not doing 

well, it shows them that they’re not on track to probably receive a good bonus.” �

When I was at The Bank’s main commercial office a recent increase to a target 

related to bringing in “new business” to the organization had participants questioning if 

the organization’s motivation behind the move was to make it easier to rank workers (and 

hold back performance pay). As Megan argues:�

I mean, for me in my position, to be expected to bring in $500,000 new dollars 

into this institution, it’s no wonder people are going, “Wow, are they trying to find 

ways to not allow us to get our bonus at the end of the year?” That’s the first 

question that is going to come to the peoples’ minds. I find it audacious, that they 

would expect people… [trails off].�

Similarly, workers who fail to send enough TYCs question the link to performance pay. 

Noting the fact he does not interact with many customers, Phil (CSO) argues: “how 

would you write a letter if you don’t call them? They’re making it tougher and tougher 

because of the bonus. I’m still getting a good bonus now [although it is lower than it 

was], which is good [knocks on wood].” The growing sense of insecurity amongst 

workers is reflected here in the fact that Phil is content with receiving his smaller 

bonus—as he could be getting nothing.�

�

ϲ͘ϰ�dŚĞ�ƉĞƌƉĞƚƵĂƚŝŽŶ�ŽĨ�ƐƚƌƵĐƚƵƌĂů�ŝŶĞƋƵĂůŝƚŝĞƐ�ŝŶ�ƚŚĞ�ƐĞƌǀŝĐĞ�ƚƌŝĂŶŐůĞ�
�
Employing a wider perspective to assess how changes with respect to the organization 

and structure of work in service organizations have contributed to a process of 

individualization, characterized by increased competition and insecurity, and increased 
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stratification across the workforce is productive. Yet, it fails to generate a descriptive 

analysis of how what happens in those individual worker�customer interactions also 

contributes to shaping and reproducing larger, structural forms of inequality (based on 

gender and race, for example). In this section I develop an analysis of inequality within 

the service triangle context. �

�

ϲ͘ϰ͘ϭ��ĂƉŝƚĂů͕�ŐĞŶĚĞƌ͕�ĂŶĚ�ĐƵƐƚŽŵĞƌƐ�
�
For the purposes of assessing the relationship between worker�customer interactions and 

inequality, it is useful to explore how Bourdieu’s (1986) multiple forms of capital are 

distributed unevenly in The Bank’s workforce. Within the triangle of power context, the 

accumulated capital that workers bring to their interactions with managers and customers 

shapes inequality and opportunity for individuals. �

� With respect to cultural, economic, and social capital, it is the former that perhaps 

plays the largest role in influencing the outcomes of service triangle encounters, in terms 

of the worker’s ability to achieve sales and customer loyalty targets. Bourdieu writes, �

Cultural capital can exist in three forms: in the embodied state, i.e., in the form of 

long�lasting dispositions of the mind and body; in the objectified state, in the form 

of cultural goods (pictures, books, dictionaries, instruments, machines, etc.)… and 

in the institutionalized state, a form of objectification which must be set apart… 

(1986, p. 47) �

Not all workers come to service encounters with the same amount of cultural capital. 

Furthermore, while traditionally service workers in organizations such as banks acted in a 

reactionary way to customer requests and focused on the transactional aspects of service 
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work, the intense focus on customer loyalty targets (e.g., TYCs), side�by�side managerial 

observation, and conversation cues has made it so that the ability to draw on cultural 

capital in service encounters is perhaps more important than ever. �

Bourdieu stresses how embodied cultural capital cannot be quickly learned or 

acquired. Instead, the “accumulation of cultural capital in the embodied state, i.e., in the 

form of what is called culture… presupposes a process of embodiment, incorporation, 

which, insofar as it implies a labor of inculcation and assimilation, costs time, time which 

must be invested personally by the investor” (Bourdieu, 1986, p. 48). Therefore, 

individuals suddenly needing access to new types of cultural capital as they participate in 

service triangle encounters may be disadvantaged.�

� As has been addressed above, worker performance in relation to sales targets and 

customer loyalty scores is central to how workers are ranked and is a core factor in 

determining their financial compensation. In both commercial and branch banking, 

managers engage in side�by�side observation of worker�customer interactions. As 

discussed in Chapter 4 (section 4.2), managers evaluate workers based on body language 

(e.g., eye contact, smiling) as well as the quality of the conversations workers are able to 

develop with customers. Workers are encouraged to pick up on verbal and non�verbal 

cues and, when appropriate, draw on their own experience and knowledge to connect 

with the customer on the subject. In my experience in the field, this emphasis on “finding 

common ground” was most obvious in the interaction between CRMs, their managers, 

and their commercial customers. It also demonstrates the value of cultural capital to 

workers when engaging in interactions with customers. �
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� When I accompanied two of Gaven’s CRMs on day trips to visit their customers 

they each drew on what Huppatz (2009) calls gendered cultural capital in order to 

connect with their customers on a personal level (and build trust/rapport). Shawn, a male 

CRM, for instance, reflects on his process:�

So, when we walk into a place… I’ll do a quick scan, right? If I see golf pictures 

everywhere, that’s the first question. Right? And that’s what we’ve done. You 

walk in and you see guys with golf pictures all over the place, and he’s got a golf 

bag in the corner. So those are the kinds of things. And as soon as you start in on 

that conversation you have to be really good at customer conversations…But if 

you start off by saying, “Hey, I noticed your picture there. Your daughter is a 

gymnast?” “Oh yeah. She’s competing here and here.” And then you go on to say, 

“You know what, I have a daughter the same age.” Then, all of a sudden it breaks 

everything open. You say, you know what, “Here’s what they do...” Not only do 

we have that conversation there and then, but we make sure we record it. So the 

next time you have a conversation with this person you walk in and you say, 

“Hey, how’s your daughter?”�

The easiest way that Shawn identifies for connecting with commercial customers is to 

draw on shared experience—particularly around sports or music (two of his favourite 

topics). Similarly, one of my male CSO participants used his knowledge of the Toronto 

Maple Leafs to connect with customers (and sometimes touched on NHL hockey in his 

TYCs). Another topic that senior managers and CRMs noted as a “productive” topic to 

build rapport with customers was travelling. Adrian (another CRM) suggested: “It’s 

always good to talk about family vacations, trips to Florida, cruises.” Here, the cultural 
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capital that comes with international travel is explicitly linked to the accumulation of 

economic capital. Whether it is talking about playing golf or taking family trips, based on 

their socio�economic status (and, to some extent, gender) not all workers are in the same 

position to develop conversations about these topics with customers.�

� Alternatively, Valeria the only female CRM on the team I visited, described 

genuinely connecting with a customer who is dealing with an ill elderly family member. 

Unlike Shawn who talked about being annoyed when other bankers visiting the customer 

with him ask questions about family—because “the conversation goes on too long”—

Valeria had an extended conversation about family with her customers. Afterwards she 

reflected:�

But, you know when you’re in the situation it becomes very natural. Like, if you 

listen to today’s conversation. When I was having it with [female] or [male 

customer] about their family. I already knew their family situation, and that they 

had to take care of elderly people. So, it’s something that you build. It’s like with 

any relationship. So that’s what you have to think about. It is a relationship. And 

so, as with any relationship, you get to know the person. And that’s part of getting 

to know them. [She was similar age to female customer, in similar life position]. 

(Valeria)�

In this case, shared life experience and shared background (Valeria was of a similar age, 

race, socio�economic status to her customers), contributed to her ability to “connect”. � �

� Within the service triangle context, there is also a relationship between cultural 

capital and social capital that impacts gendered opportunities for workers. A number of 

branch and commercial workers noted how it always seems to be the men who get to 
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attend the corporate golf tournaments, for instance. Canadian research on women in 

male�dominated occupations suggests that these sorts of extracurricular activities serve as 

important—though often exclusionary—networking events where relationships are built 

and opportunities develop (e.g., Miller, 2004). Shawn (a senior CRM) described having 

poker tournaments where he would invite commercial customers as well as male co�

workers. He says:�

 The relationships I have with the financial planner, the private banking guy, you 

know, it’s more like, “Hey guys, I’m having a poker tournament. Come on over.” 

So you’re having a few beers and shooting the shit. That’s the kind of personal 

relationships you have. But at the same time knowing these are your colleagues. 

And you guys are there for a purpose… We’re trying to get a job done here. It’s not 

just about going to a poker tournament. It’s not just about going for a nice lunch or 

whatever.�

In this context service triangle relationships extend beyond the workplace and unfold in 

ways that advantage male workers—first because they are more likely to be invited, and 

second because they are more likely to be able to skip out on family responsibilities. �

�

ϲ͘ϰ͘Ϯ�ZĂĐĞ�ĂŶĚ�ƚŚĞ�ƐĞƌǀŝĐĞ�ƚƌŝĂŶŐůĞ�
�
My study points to a considerable lack of diversity within the higher status occupations in 

personal and commercial banking at The Bank, particularly with respect to visible 

minorities. All but two of the senior managers, managers, and CRMs I interviewed were 

white. In contrast, a majority of lower�status CSO participants were visible minorities. At 

the commercial office at my main branch research site 8 of the 16 CSOs who worked in 
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the department were visible minorities, including a surprisingly large group of Filipino 

workers. I observed similar divisions among workers I did not interview in other 

departments while engaging in participant observation at the main branch and various 

commercial offices. Because of a potential language barrier, a lack of understanding of 

dominant Canadian culture, and customer bias and prejudice, immigrant workers may 

have a particularly difficult time accumulating, or mobilizing, the cultural and social 

capital necessary for successfully engaging in service triangle relationships. To support 

this idea, Bauder (2003) extends Bourdieu’s writing on capital(s) to contend that 

institutionalized cultural capital contributes to the reproduction of racial inequality in the 

labour market. Below I examine how new workplace practices—like worker�centered 

control mechanisms—have the potential to be discriminatory for some groups of workers.�

� When some of my participants (mainly managers) talked about the “skills” 

required to build customer loyalty (through sending TYCs, for example) I argue that they 

are sometimes also talking about possessing—or not—cultural capital. This cultural 

capital is more instrumental than ever to achieving the “relational” goals that the 

organization has set out for them. Here it is not a lack of recognition of education and 

credentials that holds some groups of immigrant workers back from advancing in the 

organization, but instead a difference in embodied cultural capital that helps them 

develop “emotional connections” with customers. �

� With regard to TYCs, managers have employed various methods to encourage 

workers to write effective TYCs, including peer coaching and team competitions. Yet, as 

John (a CAM) notes, although many workers continue to produce average or sub�par 

TYCs “there’s more quality ones. Because we’ve been emphasizing quality in all this 
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stuff”. As highlighted in Chapter 4 (section 4.2.1), in this context “quality” stems from 

having found something personal to discuss. Topics managers suggest range from family, 

vacations, sports, and entertainment. For many of my participants, however, entering into 

these conversations proved to be difficult. In this way, TYCs serve as an organizational 

practice that discriminates against these workers who do not possess the necessary skills 

and capital required to “successfully” navigate these relationships. As practices like the 

TYC become more integral to the performance assessment of workers, it is incumbent on 

management to provide formal training programs.�

An older commercial worker, Abigail, described how she has a hard time 

“connecting” with young customers over the phone. Being an immigrant from China who 

has worked for The Bank for roughly 20 years, Abigail felt out of touch with Canadian 

culture. She notes, “If I’m talking to the young one, maybe they don’t talk about the same 

things as me. Maybe they talk about snowboarding [laughs]. I don’t know what else to 

say.” In contrast, she has developed close relationships with a limited number of 

customers � most of whom are Chinese�Canadians, or older women. In these interactions, 

Abigail speaks comfortably, and fluently, in Cantonese. “We talk about the family. We 

talk about what their plans are. You know, all kinds of stuff that women talk about” 

(Abigail). �

Filipino workers in the same department shared a similar sentiment. A key 

difference here, however, compared to the CRMs discussed in the above section, is that 

most of the customers that CSOs develop connections with are individuals in similar, 

support roles at other commercial organizations (the majority of whom are women who 

are not in positions of authority, accordingly to informal participant feedback).�
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� A vice president in personal banking noted why managers need to surveil TYCs: �

I mean obviously you have to look at them. I have managers that have to look at 

them. Not everyone writes with the same skill set. Their grasp of the English 

language isn’t the same. And, you know, “Congratulations on getting your TFSA, 

tax free saving account” is not the reason why we should send somebody a thank 

you card. (Angelo)�

A typical strategy to encourage workers to write better cards is to have them take turns 

reading their “good” cards at daily meetings, with the goal of having co�workers learn 

from each other. One manager, Aisha, says that every day she will ask her group, “Is there 

anyone who has got a good card to share?” Alternatively, other senior managers, such as 

John, have launched monthly TYC competitions where managers enter their workers’ 

“best” TYCs into a monthly competition which the senior area manager judges. Gift 

cards and public recognition go to the winners, while the winning cards are read aloud at 

a large monthly meeting. �

� In part due to his intermediate ability to write in English, one senior CSO 

participant had a particularly challenging time both meeting TYC targets and writing 

cards that impressed his manager. Nonetheless, this Filipino worker told me he received 

positive performance reviews and seemed to be well respected as a group leader. 

However, after failing to be considered for an internal promotion for a non�customer 

facing, administrative position, he believes his “language barrier” is being held against 

him. The CSO notes:�

Maybe I’m not ready for a management position. But, I came from an operational 

side. And I think I could manage an operational group. But, [the CAM] said to me 
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that he didn’t think I was ready. And he didn’t see me going in that direction. He 

sees me as a support worker. Only a support. Okay that’s fine. That’s his opinion, 

right? But…  Maybe I am only a support worker. I’m good at the support part, 

but… There’s nowhere to go [here].  I know that I could lead a team. And make it 

a winning team… I think [it’s] because of my language barrier. My language 

thing. I don’t know. I don’t want to assume—but, maybe. Because even other 

managers from his team were recommending me. �

In this case, from this worker’s perspective, at least, an individual’s ability to 

communicate to customers in the ways deemed appropriate and successful by 

management has a direct impact on career opportunities (or lack of opportunities). 

Although the worker apparently has the skills and performance reviews necessary to 

qualify for a promotion, management has exercised discrimination in promotion decisions 

by using his TYC performance against him. Like the TYC, other worker�centered 

workplace practices, like customer check�ups and customer cues, have the potential to 

discriminate against immigrant workers as well. While this type of discrimination may 

not be intentional and overt, it nonetheless operates in a systemic way.�

Of course, for immigrant workers at The Bank, it is not only managers who have a 

say in creating opportunities for advancement. Within the triangle of power framework, 

customers (through feedback, primarily) also have a part to play. As Hekman and 

colleagues (2010) find, customers bring biases and prejudices about workers to service 

encounters which subsequently influences their feedback and ratings. In my study, the 

most common forms of customer prejudice against immigrant workers related to false 

assumptions about educational credentials. Customers often assumed that workers were 
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less qualified than they were. In one extreme example of racism in a worker�customer 

interaction, Marilyn recounted how a customer discounted her because she is Filipino. 

She notes: �

Sometimes, there are people whose attitude is just different. They look down on 

you. Like, I had one client who looked down on me because I’m Filipino. They 

said, “Filipinos are supposed to be nannies.” She made that remark… And then I 

said to her, “Well, they [sometimes] start as nannies but it doesn’t mean that 

they’re going to be nannies forever. That’s why it’s a free country. They can do 

whatever they want”… One of my coworkers said to her that, “You know what… 

Just because she’s Filipino it doesn’t mean that she doesn’t have a school degree 

or something.” (Marilyn)�

In an organizational setting that has drawn the customer into the worker�manager 

employment relationship, management needs to be wary of how it evaluates and 

incorporates customer�related performance tools. This pertains to specific practices, such 

as customer feedback, but also to the general day�to�day expectations involving workers 

having “productive” interactions with customers that are meant to be used to prop up 

TYCs and successfully navigate other customer�related control mechanisms. Otherwise, 

customers, as part of the service triangle, will continue to contribute to the unequal 

distribution of opportunities for disadvantaged groups in the workforce that persists.�

�

ϲ͘ϱ��ŽŶĐůƵƐŝŽŶ�

In this chapter I have moved from a discussion of the structural and subjective 

dimensions of the service triangle—explored through an analysis of control and 
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emotional labour—to a consideration of the consequences of participating in flexible 

triangle of power work for individual workers. Specifically, I have questioned if, and 

how, the intensification of the service triangle framework at The Bank has impacted how 

individuals experience insecurity, and how inequality is (re)produced.�

� In a first level of analysis, I found support for the argument that working in the 

triangle contributes to a process of individualization and increases workers’ sense of 

insecurity and risk. This is largely due to the increased competition, growing targets, and 

move to performance�based pay that the organization has adopted. In a second level of 

analysis, I argued that service triangle work also contributes to maintaining (or 

reproducing) long�standing inequalities in service work (based on gender and race). Here 

it can be seen that while successfully navigating worker�manager�customer relationships 

increasingly relies on a worker’s capacity to make personal connections with customers, 

some groups are disadvantaged. In particular, I highlight the elevated role of cultural and 

social capital, which can be central to helping workers foster these connections.�

� Finally, as noted in Chapters 4 and 5, control mechanisms in the service triangle 

require workers to perform emotions and interact with customers in tightly watched 

contexts. To be successful within this landscape workers must be ready and willing to 

“play the game” in front of managers and customers. Failure to do so will limit the 

opportunities that come their way. �

�
�
�
�
�
�
�
�
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Chapteƌ ϳ: CoŶĐlusioŶs�
�

“Customer expecWDWLRQV�KDYH�JRWWHQ�KLJKHU��$Q�H[DPSOH��\RX�JR�WR�D�JURFHU\�
store, and the cashier doesn’t say hello to you. Well, years ago they never would 
KDYH�VDLG�KHOOR�WR�\RX��1RZ��\RX�H[SHFW�WKDW�WKH\�ZLOO�DW�OHDVW�VD\�KHOOR�WR�\RX��6R��
,�WKLQN�FXVWRPHU�H[SHFWDWLRQV�KDYH�FKDQJHG��:KLFK�LV�ZK\�\RX�FRQVWDQWO\�KDYH�WR�
LPSURYH�RQ�\RXU�FXVWRPHU�VHUYLFH�DV�EHVW�\RX�FDQ��RU�WKLQN�RI�QHZ�ZD\V�WR�
improve it… I think the customer expects certain things when they go to the 
EUDQFK��RU�VKRSSLQJ�RU�ZKDWHYHU��7KHUH�LV�DQ�H[SHFWDWLRQ�RI�D�FHUWDLQ�OHYHO�RI�
customer service… But the hard part is, how do you take it to the next level? And, 
when to know to take it to the next level?” (Bea, branch manager)�

�
�

“I think customers think that they can get away with a lot more. And, what I meaQ�
by that is that they’re kind of taking their FXHV�IURP��\RX�NQRZ��OLNH�D�5RJHUV�RU�
Bell. You know, calling into a call centre and saying, ‘Well I get a better price at 
Bell, so give it to me.’ And then Rogers rolls over and gives them whatever they 
ZDQW��6R�SHRSOH�H[SHFW�WKDW�WKH\�FDQ�FRPH�WR�WKH�EUDQFK�DQG�MXVW�NLQG�RI�QHJRWLDWH�
the same way. Which, in some ways is true… They think they can just come in and 
[snaps fingers], ‘Well I want it. If you don’t give it to me I’m leaving. I’ll go 
somewhere else.’�$QG�ZH�DUH�UHDOO\�UHFHSWLYH��:H�ZDQW�WR�NHHS�WKH�EXVLQHVV��6R�D�
lot of the times we will give in. It ends up working in their favour. ‘Okay, don’t go. 
We’ll do whatever you want.’ [higher, soft voice]”. (Michaela, financial services 
PDQDJHU��

�
�

ϳ͘ϭ�/ŶƚƌŽĚƵĐƚŝŽŶ�
�
7he nature of Canada’s service economy has changed�VLQFH�WKH�WXUQ�RI�WKH���VW�FHQWXU\��

:KHUH�FXVWRPHUV�KDYH�DOZD\V�HQMR\HG�D�FHQWUDO�SRVLWLRQ�LQ�WKH�PDLQWHQDQFH�DQG�VXUYLYDO�

RI�VHUYLFH�SURGXFLQJ�RUJDQL]DWLRQV��WKHLU�UROH��RQ�D�GD\�WR�GD\�EDVLV��KDV�WUDQVIRUPHG��,W�

is true that the old slogan, “the customer is always right”, remains accurate; yet, it seems 

DV�LI�KLV�KHU�SRZHU�RYHU�VKDSLQJ�ZRUN�VWUXFWXUHV�DQG�WKH�H[SHULHQFH�RI�ZRUN�KDV�

LQFUHDVHG. Perhaps a more reflective slogan should read: “thH�FXVWRPHU�LV�DOZD\V�ULJKW��
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DQG�RUJDQL]DWLRQV�PXVW�WDNH�KHHG”. As the quotations above from %HD�DQG�0LFKDHOD�

LQGLFDWH��FRQWHPSRUDU\�VHUYLFH�ZRUNHUV�QHHG�WR�EH�UHDG\�WR�DGMXVW�WR��DQG�QHJRWLDWH��WKH�

LQFUHDVLQJO\�KLJK�GHPDQGV�RI�FXVWRPHUV���

� $OWKRXJK�EDQNV�KDYH�KLVWRULFDOO\�EHHQ�VORZ�WR�DGDSW�LQ�&DQDGD��WKLV�VWXG\�

GHPRQVWUDWHV�KRZ�MREV�LQ�WKHVH�RIWHQ�FRYHWHG�LQVWLWXWLRQV�DUH�FKDQJLQJ��7KH\�DUH�QR�

ORQJHU�DV�VDIH�DQG�VHFXUH�DV�WKH\�RQFH�ZHUH��5HFHQW�QHZV�DUWLFOHV�DERXW�WKH�SRWHQWLDO�

GHPLVH�RI�&DQDGLDQ�EDQNV�KLJKOLJKW�KRZ�WKH\�DUH�VHHNLQJ�WR�FRPH�XS�ZLWK�QHZ�ZD\V�WR�

SURYLGH�FXVWRPHU�VHUYLFH�DQG�VWD\�SURILWDEOH�LQ�D�FKDQJLQJ�HFRQRPLF��VRFLDO��DQG�

WHFKQRORJLFDO�ODQGVFDSH��VHH�%HUPDQ��������6WXUJHRQ���������3DUWLFXODUO\��DV�WHFKQRORJ\�

SXOOV�\RXQJHU�&DQDGLDQV�RQOLQH��DQG�DZD\�IURP�WKH�SK\VLFDO�ZRUNSODFHV�RI�XSSHU�WLHU�

VHUYLFH�RUJDQL]DWLRQV��CEOs, like CIBC’s Victor Dodig,�HPSKDVL]H�WKH�QHHG�WR�GHOLYHU�

“more in�person financial advice” in order to “nurture and maintain customer 

relationships” (Sturgeon, S������7KH�ORJLFDO�DVVXPSWLRQ�KHUH�LV�WKDW�LQ�RUGHU�WR�EH�

UHVSRQVLYH�WR�FXVWRPHU�GHPDQGV��VHUYLFH�ZRUNHUV�PXVW�ILUVW�FXOWLYDWH�VWURQJ�UHODWLRQVKLSV�

ZLWK�FXVWRPHUV���

8QGHUVWDQGLQJ�KRZ�PDQDJHULDO�DQG�FXVWRPHU�SRZHU��ILUVW��RSHUDWH��DQG��VHFRQG��

DIIHFW�ZRUNHUV�KDYH�EHHQ�WKH�SULQFLSDO�JRDOV�RI�WKLV�VWXG\��,Q�H[DPLQLQJ�WKH�UHODWLRQVKLS�

EHWZHHQ�ZRUNHU��PDQDJHU��DQG�FXVWRPHU��WKLV�VWXG\�FRQWULEXWHV�D�QXDQFHG�XQGHUVWDQGLQJ�

RI�KRZ�WKH�HPHUJHQFH�RI�D�WULDQJOH�RI�SRZHU�LQ�DQ�XSSHU�WLHU�VHUYLFH�RUJDQL]DWLRQ��VHH�

&KDSWHUV���DQG����KDV�LPSDFWHG�ZRUNHUV—ERWK�LQ�WHUPV�RI�WKHLU�GDLO\�VXEMHFWLYH�

H[SHULHQFH�RI�ZRUN��&KDSWHU�����DQG�DOVR�LQ�UHODWLRQ�WR�KRZ�WKH\�DFFHVV�RUJDQL]DWLRQDO�

RSSRUWXQLWLHV�DQG�UHZDUGV��&KDSWHU�����7KURXJKRXW��WKLV�GLVVHUWDWLRQ�KDV�VRXJKW�WR�

KLJKOLJKW�WKH�FKDOOHQJHV�ZRUNHUV�IDFH�DV�WKH\�QDYLJDWH�WKH�VHUYLFH�WULDQJOH�LQ�D�ZRUOG�RI�
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ZRUN�LQFUHDVLQJO\�PDUNHG�E\�FRPSHWLWLRQ��LQVHFXULW\��DQG�ULVN��,Q�SDUWLFXODU��LW�UHYHDOV�

KRZ�RSSRUWXQLWLHV�DUH�QRW�GLVWULEXWHG�LQ�HTXDO�ZD\V�WR�YDULRXV�JURXSV�RI�ZRUNHUV��

7KH�FKLHI�TXHVWLRQ�WKLV�VWXG\�DGGUHVVHV�LV�WR�ZKDW�H[WHQW�GR�PDQDJHUV�DQG�

FXVWRPHUV�KDYH�SRZHU�RYHU�ZRUNHUV�LQ�VHUYLFH�RUJDQL]DWLRQV"�6HFRQG��KRZ�PXFK�DJHQF\�

GR�ZRUNHUV�KDYH�DV�WKH\�HQJDJH�ZLWK�FXVWRPHUV�DQG�PDQDJHUV"�7KLUG��KRZ�GRHV�WKH�

DSSOLFDWLRQ�RI�PDQDJHULDO�DQG�FXVWRPHU�SRZHU�LPSDFW�RSSRUWXQLW\�DQG�LQHTXDOLW\�IRU�

VHUYLFH�ZRUNHUV"�$V�QRWHG�WKURXJKRXW�P\�VXEVWDQWLYH�FKDSWHUV��SDVW�UHVHDUFK�UHYHDOV�

FRPSHWLQJ�SHUVSHFWLYHV�RQ�ZKHWKHU�D�VHUYLFH�WULDQJOH�FRPSULVHG�RI�ZRUNHUV��PDQDJHUV��

DQG�VRYHUHLJQ�FXVWRPHUV�KDV�HPHUJHG��VHH�.RUF]\QVNL��������������/RSH]��������

0F&DPPRQ�DQG�*ULIILQ��������RU�ZKHWKHU��IXQGDPHQWDOO\��WKH�VWDQGDUG�PDQDJHU�ZRUNHU�

HPSOR\PHQW�UHODWLRQVKLS�SHUVLVWV��VHH�%HODQJHU�DQG�(GZDUGV��������7D\ORU�DQG�%DLQ��

��������

3ULPDULO\��,�KDYH�DGGUHVVHG�WKHVH�UHVHDUFK�TXHVWLRQV�E\�SXWWLQJ�IRUWK�P\�FRQFHSW�

RI�D�IOH[LEOH�WULDQJOH�RI�SRZHU��+HUH��P\�DSSURDFK�WR�ZRUNHU�PDQDJHU�FXVWRPHU�UHODWLRQV�

DGGV�GHSWK�DQG�FRPSOH[LW\�WR�WKH�GHEDWH�DERXW�FXVWRPHU�SRZHU�E\�GHPRQVWUDWLQJ�WKH�

PXOWL�GLUHFWLRQDO�QDWXUH�RI�SRZHU�DQG�FRQWURO��DV�ZHOO�DV�WKH�UROH�RI�ZRUNHU�DJHQF\�LQ�

VKDSLQJ�WKH�VWUXFWXUH�RI�WKH�IOH[LEOH�WULDQJOH���

�

ϳ͘Ϯ�DĂŝŶ�ƚŚĞŵĞƐ�
�
6HYHUDO�LPSRUWDQW�WKHPHV�HPHUJH�LQ�UHODWLRQ�WR�WKH�IOH[LEOH�WULDQJOH�RI�SRZHU��7KH\�

XQGHUVFRUH�WKH�FRPSHWLQJ��DQG�YDULDEOH��SRVLWLRQV�RI�PDQDJHUV��FXVWRPHUV��DQG�ZRUNHUV�

RYHU�WKH�GD\�WR�GD\�H[SHULHQFH�RI�ZRUN�IRU�LQWHUDFWLYH�VHUYLFH�SURYLGHUV���

�
�
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0DQDJHUV�FRQVWUXFW��FXVWRPHUV�LQIOXHQFH�
�
7KH�ILUVW��FULWLFDO��WKHPH�FRQFHUQV�WKH�UROHV�RI�PDQDJHUV�DQG�FXVWRPHUV�LQ�HQDFWLQJ�FRQWURO�

PHFKDQLVPV�RYHU�ZRUNHUV��2SHUDWLQJ�ZLWKLQ�WKH�IUDPHZRUN�RI�D�IOH[LEOH�WULDQJOH�RI�

SRZHU��P\�UHVHDUFK�shows that managers have ultimate power over workers’ labour 

SURFHVV—LQ�WKDW�LW�ZDV�PDQDJHPHQW��QRW�FXVWRPHUV�RU�ZRUNHUV��ZKR�GHVLJQHG�D�FKDQJH�

SURMHFW�WKDW�DLPHG�WR�DIIRUG�PRUH�LQIOXHQFH�WR�FXVWRPHUV��/LNH�VR�PDQ\�RWKHU�ODUJH�

RUJDQL]DWLRQV�LQ�WKH�VHUYLFH�HFRQRP\��WKLV�LQYROYHG�7KH�%DQN�LQWURGXFLQJ�VSHFLILF�

LQLWLDWLYHV�FKDUDFWHULVWLF�RI�KLJK�SHUIRUPDQFH�ZRUNSODFHV�DQG�SRVW�EXUHDXFUDWLF�

RUJDQL]DWLRQV��VHH�&KDSWHU����VHFWLRQ������&KDSWHU����VHFWLRQ���������<HW��PDQDJHPHQW�

FRQVWUXFWHG�VSHFLILF�W\SHV�RI�FRQWURO�PHFKDQLVPV�WKDW�HOHYDWHG�WKH�UROH�RI�WKH�FXVWRPHU��

� )RU�LQVWDQFH��WKH�LQFUHDVHG�XVDJH�RI�FXVWRPHU�IHHGEDFN��WKURXJK�FXVWRPHU�OR\DOW\�

“check�ups”��DQG�WKH�LQWURGXFWLRQ�RI�ZRUNHU�ZULWWHQ�FXVWRPHU�WKDQN�\RX�FDUGV��7<&V��

PDGH�LW�VR�WKDW�FXVWRPHUV�FDUU\�PRUH�LQIOXHQFH�RYHU�ZRUNHUV��7KHVH�LQLWLDWLYHV�DUH�QRW�

H[FOXVLYH�WR�WKH�EDQNLQJ�VHFWRU��$QG�ZKLOH��DJDLQ��PDQDJHUV�LQWURGXFHG�WKHVH�FKDQJHV��

WKH\�QRQHWKHOHVV�UHTXLUH�FXVWRPHU�SDUWLFLSDWLRQ��0RUH�WKDQ�WKDW��WKH�ZRUNHU�FXVWRPHU�

UHODWLRQVKLS�KDV�EHFRPH�HVVHQWLDO�WR—DQG�IRUPV�WKH�IRXQGDWLRQ�IRU—WKHVH�FRQWURO�

mechanisms, as they depend on the worker making a “personal connection” with the 

FXVWRPHU��)URP�PDQDJHment’s perspective, only by EXLOGLQJ�these personal, “emotional” 

FRQQHFWLRQV�ZLWK�FXVWRPHUV�DUH�ZRUNHUV�DEOH�WR�GHPRQVWUDWH�WKH\�KDYH�VXFFHVVIXOO\�

GHYHORSHG�LQWHUDFWLRQV��RU�UHODWLRQVKLSV��ZLWK�FXVWRPHUV��0\�ILQGLQJV��WKHUHIRUH��VXSSRUW�D�

WULDQJXODU�PRGHO�RI�FRQWURO�WKDW�FDSWXUHV�WKH�ZD\V�LQ�ZKLFK�FRQWURO�LQ�WKH�IOH[LEOH�VHUYLFH�

WULDQJOH�FDQ�EH�HLWKHU�PDQDJHU�GRPLQDQW��RU�FXVWRPHU�GRPLQDQW��VHH�)LJXUHV�����DQG���������

�
�
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:RUNHU�DJHQF\�DQG�VXEMHFWLYH�H[SHULHQFH��
�
7KLV�VWXG\�DOVR�VKRZV�WKDW�ZLWK�WKH�SUHHPLQHQW�VWDWXV�RI�WKH�ZRUNHU�FXVWRPHU�UHODWLRQVKLS�

LQ�VHUYLFH�ZRUN��ZRUNHUV�QRZ�ILQG�WKHPVHOYHV�DW�WKH�FHQWUH�RI�FRQWURO�SURFHVVHV��,QVWHDG�

RI�EHLQJ�SDVVLYHO\�VXEMHFWHG�WR�PDQDJHU�DQG�FXVWRPHU�SRZHU��ZRUNHUV�FRQWLQXH�WR�SOD\�DQ�

DFWLYH�UROH�LQ�SURGXFLQJ�DQG�UHSURGXFLQJ�WKH�WULDQJOH�RI�SRZHU��)RU�H[DPSOH��ZRUNHUV�DUH�

UHVSRQVLEOH�IRU�FUHDWLQJ�7<&V��MXVW�DV�WKH\�WDNH�D�OHDG�UROH�LQ�WUDFNLQJ�FXVWRPHU�OR\DOW\��

DQG�SDUWLFLSDWLQJ�LQ�FXVWRPHU�FXHV�DQG�VFULSWLQJ��,Q�RWKHU�ZRUGV��ZRUNHUV�KDYH�DJHQF\�LQ�

KRZ�WKH\�WDNH�XS�FRQWURO�SUDFWLFHV�DQG�HQJDJH�LQ�UHODWLRQVKLSV�ZLWK�FXVWRPHUV��,Q�

practice, these developments carry noteworthy implications for workers’ subjective 

H[SHULHQFHV�RI�ZRUN�DQG�WKHLU�DELOLW\�WR�GHYHORS�DXWKHQWLF�UHODWLRQVKLSV�ZLWK�FXVWRPHUV��

DV�ZHOO�DV�WKHLU�RSSRUWXQLWLHV�WR�QHJRWLDWH��RU�UHVLVW��FRQWURO�PHFKDQLVPV���

� $GGLWLRQDOO\��WKH�LQWHJUDO�SDUWLFLSDWLRQ�RI�ZRUNHUV�DQG�FXVWRPHUV�LQ�PHWKRGV�RI�

FRQWURO�SURYLGHV�D�KHOSIXO�JDWHZD\�IRU�XQGHUVWDQGLQJ�KRZ�WKH�VWDQGDUG�ZRUNHU�PDQDJHU�

HPSOR\PHQW�UHODWLRQVKLS�KDV�RSHQHG�XS��,QVWHDG�RI�D�WZR�ZD\�IORZ�RI�SRZHU�IURP�

PDQDJHU�WR�ZRUNHU��VHUYLFH�WULDQJOH�ZRUN�UHTXLUHV�ZRUNHUV�DQG�FXVWRPHUV�WR�DOWHUQDWLYHO\�

WDNH�OHDG�UROHV�LQ�WKH�SURGXFWLRQ�RI�FRQWURO�PHFKDQLVPV���

�
�
8QHTXDO�RSSRUWXQLW\�LQ�WKH�IOH[LEOH�VHUYLFH�WULDQJOH��
�
$�WKLUG�PDMRU�WKHPH�HPHUJLQJ�IURP�WKLV�VWXG\�FRQFHUQV�WKH�XQHTXDO�ZD\V�WKDW�

RSSRUWXQLW\�DQG�LQVHFXULW\�DUH�GLVWULEXWHG�LQ�WKH�VHUYLFH�WULDQJOH��$Q�XQFULWLFDO�SHUVSHFWLYH�

RI�WKH�DPSOLILHG��SURPLQHQW�SRVLWLRQ�RI�WKH�FXVWRPHU�LQ�VHUYLFH�ZRUN�PLJKW�RYHUORRN�WKH�

QHZ�ZD\V�WKDW�FXVWRPHUV�LPSDFW�KRZ�ZRUNHUV�DUH�DVVHVVHG��UDQNHG��DQG�DIIRUGHG�

RSSRUWXQLWLHV�IRU�SURPRWLRQ�DQG�RUJDQL]DWLRQDO�UHZDUGV��+HUH��FXVWRPHUV�SURYH�WR�EH�
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FHQWUDO�WR�WKH�SURFHVV�RI�LQGLYLGXDOL]DWLRQ�WKDW�KDV�FRQsiderably increased workers’ sense 

RI�LQVHFXULW\�DQG�ULVN��

&XVWRPHU�UHODWHG�FRQWURO�PHFKDQLVPV�UDLVH�WKH�UHTXLUHPHQW�IRU�ZRUNHUV�WR�

effectively (and “productively”) negotiate their emotions in relationships with customers 

LQ�ZD\V�WKDW�VXSSRUW�WKH�FRPPHUFLDO�PRWLYDWLRQV�RI�WKH�RUJDQL]DWLRQ��:KDW�WKLV�VWXG\�

GHPRQVWUDWHV�LV�WKDW�QRW�DOO�JURXSV�KDYH�HTXDO�FDSDFLWLHV�WR�PDNH�WKHVH�SHUVRQDO�

FRQQHFWLRQV�ZLWK�FXVWRPHUV��0DQDJHUV�HQFRXUDJH�ZRUNHUV�WR�GUDZ�RQ�FXOWXUDO�FDSLWDO�LQ�

RUGHU�WR�EXLOG�WKHLU�UHODWLRQVKLSV�ZLWK�FXVWRPHUV��+RZHYHU��ZKHQ�ZRUNHUV�DQG�FXVWRPHUV�

HQWHU�VHUYLFH�HQFRXQWHUV�IURP�GLIIHUHQW�EDFNJURXQGV��ZLWK�GLIIHUHQW�VRFLDO�ORFDWLRQV—

HVSHFLDOO\�LQ�VFHQDULRV�ZKHUH�FXVWRPHUV�HQWHU�WKH�LQWHUDFWLRQ�ZLWK�PRUH�SRZHU—LW�LV�

GLIILFXOW�IRU�ZRUNHUV�ZKR�PD\�ODFN�FXOtural capital to achieve the types of “productive” 

LQWHUDFWLRQV�PDQDJHPHQW�LV�ORRNLQJ�IRU������

�

ϳ͘ϯ��ŽŶƚƌŝďƵƚŝŽŶƐ�
�
7KLV�VWXG\�PDNHV�VHYHUDO�LPSRUWDQW�WKHRUHWLFDO�DQG�HPSLULFDO�FRQWULEXWLRQV��)LUVW��LW�

HQKDQFHV�WKH�GHEDWH�DERXW�WKH�UROH�RI�WKH�FXVWRPHU�LQ�WKH�HPSOR\PHQW�UHODWLRQVKLS��VHH�

&KDSWHU����VHFWLRQ�������5HVSRQGLQJ�WR�FDOOV�IRU�HPSLULFDO�UHVHDUFK�WR�KHOS�XV�EHWWHU�

XQGHUVWDQG�WKH�UHODWLRQVKLS�EHWZHHQ�ZRUNHU�DQG�FXVWRPHU�ZLWKLQ�WKH�VHUYLFH�VHFWRU�

FRQWH[W��H�J���.RUF]\QVNL��������/RSH]���������WKLV�VWXG\�FKDOOHQJHV�WKH�QRWLRQ�WKDW�

FXVWRPHUV�UHPDLQ�D�VXERUGLQDWH�WKLUG�SDUW\�WR�PDQDJHUV��,Q�RUJDQL]DWLRQDO�VHWWLQJV�ZKHUH�

FXVWRPHUV�KDYH�EHHQ�LQFRUSRUDWHG�LQWR�FRQWURO�PHFKDQLVP�DQG�ZRUNHUV�KDYH�EHHQ�JLYHQ�D�

ODUJHU�UROH�LQ�UHSURGXFLQJ�WKHVH�PHFKDQLVPV��DV�ZLWK�7KH�%DQN���LW�LV�FOHDU�WKDW�FXVWRPHUV�

KDYH�VLJQLILFDQW�LQIOXHQFH�RYHU�KRZ�LQGLYLGXDOV�JR�DERXW�WKHLU�ZRUN�RQ�D�GDLO\�EDVLV���
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� 0RUHRYHU��ZKHUH�WKH�OLWHUDWXUH�RQ�WKH�UROH�RI�WKH�FXVWRPHU�UHODWLYH�WR�WKH�

WUDGLWLRQDO�HPSOR\PHQW�UHODWLRQVKLS�FDQ�EH�GLYLGHG�LQWR�WZR�FDPSV—ZLWK�DXWKRUV�OLNH�

.RUF]\QVNL�������������DQG�/RSH]��������LQ�IDYRXU�RI�D�WULDQJOH�RI�SRZHU��DQG�%HODQJHU�

DQG�(GZDUGV��������FKDPSLRQLQJ�WKH�IXQGDPHQWDO�SODFH�RI�WKH�ZRUNHU�PDQDJHU�

UHODWLRQVKLS—ZLWK�WKHVH�ILQGLQJV�,�DUJXH�IRU�D�PRUH�QXDQFHG��WKLUG�SRVLWLRQ��7KH�IOH[LEOH�

VHUYLFH�WULDQJOH�UHFRJQL]HV�WKH�DJHQF\�ZRUNHUV�EULQJ�WR�WKHLU�LQWHUDFWLRQV�ZLWK�PDQDJHUV�

DQG�FXVWRPHUV��%\�WDNLQJ�D�SULPDU\�UROH�LQ�WKH�SURGXFWLRQ�RI�FXVWRPHU�UHODWHG�FRQWURO�

PHFKDQLVPV��ZRUNHUV�ILQG�WKHPVHOYHV�LQ�D�QHZ�SRVLWLRQ��ZKHUH�WKH\�FDQ�IXUWKHU�GLUHFW�WKH�

QDWXUH�RI�WKHLU�UHODWLRQVKLSV�ZLWK�FXVWRPHUV��(DUOLHU�ZRUN�E\�/HLGQHU��������LGHQWLILHG�WKH�

“interest alliances” that workers can form with managers or customers. Here��P\�UHVHDUFK�

HQKDQFHV�DQG�H[WHQGV�WKLV�SHUVSHFWLYH�E\�H[DPLQLQJ�KRZ�ZRUNHUV�WKHPVHOYHV�SOD\�D�

FHQWUDO�UROH�LQ�FUHDWLQJ�WKH�UXOHV�WKDW�DOORZ�WKH�IOH[LEOH�WULDQJOH�WR�HPHUJH���

� 7KH�VHFRQG�VXEVWDQWLDO�FRQWULEXWLRQ�WKLV�VWXG\�PDNHV�FRQFHUQV�WKH�UHODWLRQVKLS�

EHWZHHQ�FRQWURO�LQ�WKH�VHUYLFH�WULDQJOH�DQG�VXEMHFWLYH�H[SHULHQFH�IRU�VHUYLFH�SURYLGHUV��

Responding to Korczynski and Macdonald’s (2008, p. 4) suggestion that adopting a 

triangle of power perspective may require “rethinking… core sociology of work 

concepts”��OLNH�FRQWURO��WKLV�VWXG\�H[WHQGV�DQG�VKDUSHQV�WKLV�DUHD�RI�UHVHDUFK�E\�IRFXVLQJ�

RQ�WKH�OLQN�EHWZHHQ�KRZ�FRQWURO�LV�VWUXFWXUHG�E\�PDQDJHPHQW�DQG�FXVWRPHUV��DQG�

H[SHULHQFHG�E\�ZRUNHUV��:LWK�LQWHUDFWLYH�VNLOOV�DW�WKH�FRUH�RI�VHUYLFH�ZRUN��,�EXLOG�RQ�

UHVHDUFK�RQ�HPRWLRQDO�ODERXU�E\�IUDPLQJ�LW�LQ�GLUHFW�UHODWLRQ�WR�FRQWURO�PHFKDQLVPV�LQ�

RSHUDWLRQ�LQ�WKH�triangle of power. Where some workers utilized an “instrumental” 

DSSURDFK�WR�FXVWRPHU�FRQYHUVDWLRQV��SDUWLFLSDWLQJ�LQ�HPRWLRQDO�ODERXU�LQ�DQ�HIIRUW�WR�

PD[LPL]H�sales opportunities), others embraced a “caring” approach (by prioritizing the 
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GHYHORSPHQW�RI�JHQXLQH��DXWKHQWLF�UHODWLRQVKLSV�ZLWK�FXVWRPHUV���$JDLQ��KHUH�LW�LV�WKH�

DJHQF\�WKDW�LQGLYLGXDO�ZRUNHUV�KDYH�DV�WKH\�SDUWLFLSDWH�LQ�FXVWRPHU�UHODWHG�FRQWURO�

PHFKDQLVPV�WKDW�FRQWULEXWHV�WR�WKH�IOH[LEOH�QDWXUH�RI�WKHVH�ZRUNHU�PDQDJHU�FXVWRPHU�

UHODWLRQVKLSV����

� )LQDOO\��WKH�FXVWRPHU�KDV�EHHQ�REVHUYHG�WR�DIIHFW�LQVHFXULW\�DQG�LQHTXDOLW\�LQ�WKH�

ZRUNSODFH��$ORQJ�ZLWK�ORQJ�VWDQGLQJ�FDOOV�WR�EHWWHU�XQGHUVWDQG�WKH�PXOWL�GLPHQVLRQDOLW\�

RI�UHODWLRQVKLSV�LQ�WKH�ZRUNSODFH��H�J���/RZH�HW�DO���������/RSH]���������VWXGLHV�FRQWLQXH�

WR�FDOO�IRU�UHVHDUFK�WKDW�H[DPLQHV�WKH�UROH�RI�WKH�FXVWRPHU�LQ�VKDSLQJ�WKH�VWUXFWXUDO�

RSSRUWXQLWLHV�IRU�LQGLYLGXDOV�DW�ZRUN��H�J���.RUF]\QVNL��������������+HNPDQ�HW�DO����������

7KLV�VWXG\�SURYLGHV�YDOXDEOH�HPSLULFDO�UHVHDUFK�RQ�WKH�ZRUNHU�FXVWRPHU�UHODWLRQVKLS���

,�DOVR�EULGJH�WKH�JDS�EHWZHHQ�WKH�ULVN�VRFLHW\�WKHRULVWV��H�J���%HFN��������DQG�

PDWHULDOLVW�DQDO\VHV�RI�VRFLDO�LQHTXDOLW\��H�J���%RXUGLHX��������E\�H[WHQGLQJ�ZRUN�RQ�WKH�

VHUYLFH�WULDQJOH�DQG�LOOXPLQDWLQJ�KRZ�FXVWRPHU�UHODWHG�FRQWURO�PHFKDQLVPV�FRQWULEXWH�WR�

LQVHFXULW\�IRU�ZRUNHUV��DQG�PDNH�LW�KDUGHU�IRU�FHUWDLQ�JURXSV�WR�DWWDLQ�RFFXSDWLRQDO�

UHZDUGV��$V�SDUWLFLSDWLRQ�LQ�WKH�IOH[LEOH�WULDQJOH�RI�SRZHU�SURYHG�WR�EH�D�NH\�VRXUFH�RI�

LQVHFXULW\��VXFFHVVIXOO\�QHJRWLDWLQJ�WKH�WULDQJOH�LQ�RUGHU�WR�DFFHVV�RSSRUWXQLW\�DQG�

UHZDUGV�ZDV�PRUH�GLIILFXOW�IRU�ZRUNHUV�ZLWK�OHVV�DFFHVV�WR�FXOWXUDO�DQG�VRFLDO�FDSLWDO��$Q�

LPSRUWDQW—WKRXJK�GLVFRXUDJLQJ—FRQWULEXWLRQ�KHUH�FRQFHUQV�WKH�ZD\�LQ�ZKLFK�QHZ�

IRUPV�RI�FXVWRPHU�RULHQWHG�FRQWURO��OLNH�WKH�7<&��IXQFWLRQ�WR�GLVFULPLQDWH�DJDLQVW�

ZRUNHUV�ZKR�ODFN�WKH�QHFHVVDU\�FXOWXUDO�FDSLWDO��ODQJXDJH�VNLOOV��DQG�SURSHU�WUDLQLQJ��

HIIHFWLYHO\�ZRUNLQJ�WR�UHSURGXFH�ORQJ�VWDQGLQJ�JHQGHU�DQG�UDFLDO�LQHTXDOLWLHV�LQ�VHUYLFH�

ZRUN�����

�
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ϳ͘ϰ�/ŵƉůŝĐĂƚŝŽŶƐ�ĂŶĚ�ĨƵƚƵƌĞ�ƌĞƐĞĂƌĐŚ�
�
7KLV�VWXG\�XQGHUVFRUHV�VHYHUDO�QRWDEOH�LPSOLFDWLRQV�IRU�ZRUNHUV��RUJDQL]DWLRQV��DQG�

&DQDGLDQ�VRFLHW\��JHQHUDOO\��LQ�UHODWLRQ�WR�WKH�HPHUJHQFH�RI�WKH�VHUYLFH�WULDQJOH�LQ�XSSHU�

WLHU�VHUYLFH�ZRUN��)LUVW��LW�KHOSV�SURYLGH�D�IUDPHZRUN�IRU�ZRUNHUV�VWUXJJOLQJ�WR�H[SODLQ�WKH�

VHQVH�RI�LQVHFXULW\��LQVWDELOLW\��DQG—LQ�VRPH�FDVHV—GHVSDLU�WKH\�PD\�H[SHULHQFH��0DQ\�

SDUWLFLSDQWV�XQGHUVWRRG�WKDW�WKLQJV�ZHUH�FKDQJLQJ�TXLWH�GUDPDWLFDOO\��EXW�IDLOHG�WR�

LQWHUSUHW�WKHLU�H[SHULHQFHV�ZLWKLQ�WKH�EURDGHU�FRQWH[W�RI�FXVWRPHU�UHODWHG�FKDQJH�DQG�

VHUYLFH�WULDQJOH�ZRUN�HPHUJLQJ�DURXQG�WKHP��%\�FROOHFWLQJ�FRQVLGHUDEOH�HPSLULFDO�GDWD�

IURP�ZRUNHUV��DERXW�WKHLU�UHODWLRQVKLSV�ZLWK�PDQDJHUV�DQG�FXVWRPHUV��WKLV�VWXG\�EXLOGV�DQ�

RXWOLQH�IRU�DQDO\]LQJ�LQGLYLGXDO�ZRUN�H[SHULHQFHV�ZLWKLQ�D�ODUJHU�VRFLDO�FRQWH[W��DQG�

SUHVHQWV�D�SLFWXUH�RI�ZKDW�WKDW�ODUJHU�FRQWH[W�ORRNV�OLNH��)RU�ZRUNHUV��LW�DOVR�RIIHUV�D�

ZLQGRZ�LQWR�WKH�H[WHQW�WR�ZKLFK�MRE�TXDOLW\�LV�HURGLQJ�LQ�HYHQ�WKH�VHHPLQJO\�PRVW�VHFXUH��

VWDEOH�ZRUN�HQYLURQPHQWV���

� )URP�DQ�RUJDQL]DWLRQDO�SHUVSHFWLYH��WKLV�UHVHDUFK�KLJKOLJKWV�SRVW�EXUHDXFUDWLF�

FKDQJH�LQLWLDWLYHV�WKDW�WRXFK�HYHQ�WKH�PRVW�ULJLG�RI�EXUHDXFUDWLF�VWUXFWXUHV��7KH�IOH[LEOH�

WULDQJOH�RI�SRZHU�ZDV�DEOH�WR�WDNH�KROG�VR�ZHOO�DW�7KH�%DQN�EHFDXVH�RI�WKH�IODWWHU�

RUJDQL]DWLRQDO�KLHUDUFKLHV�WKDW�GHYHORSHG��WKH�WHDP�EDVHG�IUDPHZRUN�WKDW�ZDV�SXW�LQ�

SODFH��WKH�IOH[LEOH�SHUIRUPDQFH�EDVHG�SD\�WKDW�ZDV�DGRSWHG��DV�ZHOO�DV�WKH�LQFRUSRUDWLRQ�

RI�FXVWRPHUV�LQWR�SHUIRUPDQFH�UHYLHZV��7KHVH�FULWLFDO�GHYHORSPHQWV�VHW�WKH�VFHQH�IRU�WKH�

IOH[LEOH�WULDQJOH�WR�PDWHULDOL]H��$W�WKH�VDPH�WLPH��KRZHYHU��DV�ZRUNHUV�EHJDQ�WR�

SDUWLFLSDWH�LQ�FRQWURO�PHFKDQLVPV�LQ�QHZ�ZD\V��WKH\�LQIOXHQFHG�KRZ�WKHVH�QHZ�

RUJDQL]DWLRQDO�VWUXFWXUHV�HPHUJHG���



�
����

� )URP�D�QDWLRQDO��&DQDGLDQ�VRFLHW\��SHUVSHFWLYH��WKLV�UHVHDUFK�FDUULHV�WURXEOLQJ�

VXJJHVWLRQV�DERXW�WKH�VWDWH�RI�ZRUN��,Q�SDVW�GHFDGHV�WKH�H[SDQVLRQ�RI�ORZHU�WLHU�

VHUYLFHV—DQG�WKH�VKULQNLQJ�RI�WKH�FRUH�VHFWRU—KDV�PHDQW�WKDW�PRUH�LQGLYLGXDOV�KDYH�

IRXQG�ZRUN�LQ�ORZ�ZDJH�RFFXSDWLRQV�ZLWK�KLJKHU�LQVHFXULW\��DQG�YDULRXV�GHJUHHV�RI�

SUHFDULRXVQHVV��6FKRODUV�KDYH�LGHQWLILHG�MRE�TXDOLW\�DV�D�PDMRU�FRQFHUQ�IRU�SRVW�LQGXVWULDO�

workers (see, for example, Kalleberg (2011) on the “good” jobs/ “bad” jobs debate, Lowe 

�������RQ�WKH�PXOWL�GLPHQVLRQDOLW\�RI�MRE�TXDOLW\�LQ�WKH���VW�FHQWXU\���DQG�KDYH�LGHQWLILHG�

WHPSRUDU\�DQG�SUHFDULRXV�IRUPV�RI�ZRUN�DV�SDUWLFXODUO\�FKDOOHQJLQJ�IRU�VHUYLFH�ZRUNHUV�

�9RVNR�HW�DO���������)XOOHU�DQG�9RVNR���������+HUH�ZH�VHH�D�ODUJH��PDVV�HPSOR\HU�

incorporating “retail” practices (e.g., non�VWDQGDUG�ZRUN�VFKHGXOHV��DQG�IOH[LEOH�SD\���

HQFRXUDJLQJ�FRPSHWLWLRQ��DQG�IRVWHULQJ�DQ�HQYLURQPHQW�RI�DQ[LHW\�DQG�XQFHUWDLQW\��

8QIRUWXQDWHO\��WKLV�LV�D�VLJQ�WKDW�LW�LV�EHFRPLQJ�OHVV�REYLRXV�DV�WR�ZKHUH�LQGLYLGXDOV�FDQ�

find “good”, secure, stable jobs in the service economy.   ��

� :LWK�UHVSHFW�WR�IXWXUH�UHVHDUFK�LQYROYLQJ�WKH�VHUYLFH�WULDQJOH��,�EHOLHYH�WKH�QH[W�

LPSRUWDQW�step is for scholars to build a better empirical understanding of the customer’s 

SHUVSHFWLYH��:KDW�GRHV�LW�PHDQ�WR�EH�D�FXVWRPHU�LQ�WKH���VW�FHQWXU\"�:H�KDYH�VHHQ�KRZ�

FXVWRPHUV�FDUU\�PHDQLQJIXO�SRZHU�RYHU�LQWHUDFWLYH�VHUYLFH�ZRUNHUV�ZLWKLQ�WKH�VHUYLFH�

WULDQJOH�FRQWH[W��+RZHYHU��ZH�GR�QRW�KDYH�D�JRRG�JUDVS�DV�WR�WKH�H[WHQW�WR�ZKLFK�

FXVWRPHUV�DUH�DZDUH�RI�WKLV�SRZHU��,I�FXVWRPHUV�NQHZ�PRUH�DERXW�WKH�UROH�WKH\�SOD\�LQ�

GHWHUPLQLQJ�ZKLFK�ZRUNHUV�JHW�UHZDUGHG�DQG�ZKLFK�RQHV�GR�QRW��ZRXOG�WKH\�DSSURDFK�

WKHLU�LQWHUDFWLRQV��DQG�UHODWLRQVKLSV��ZLWK�VHUYLFH�SURYLGHUV�GLIIHUHQWO\"�)XWXUH�UHVHDUFK�

WKDW�FDQ�LQFRUSRUDWH�WKLV��PLVVLQJ�KHUH��SHUVSHFWLYH�DORQJVLGH�WKDW�RI�ZRUNHUV�WKHPVHOYHV�

ZLOO�KRSHIXOO\�EH�DEOH�WR�VXFFHVVIXOO\�PRYH�WKH�GLVFXVVLRQ�DURXQG�WKH�WULDQJOH�RI�SRZHU�
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EH\RQG�VLPSO\�KRZ�LW�IXQFWLRQV��WR�WKH�VWHSV�ZH�FDQ�WDNH�WR�LPSURYH�WKH�SRVLWLRQ�RI�

ZRUNHUV�UHODWLYH�WR�PDQDJHUV�DQG�FXVWRPHUV���

� 7R�DGGUHVV�IXUWKHU�TXHVWLRQV�DERXW�WKH�FXVWRPHU�DQG�WKH�VHUYLFH�WULDQJOH�LQ�SRVW�

LQGXVWULDO�VRFLHW\��LW�ZRXOG�DOVR�EH�SURGXFWLYH�WR�PRYH�EH\RQG�WKH�ILQDQFLDO�VHFWRU�DQG�

DGRSW�D�EURDGHU�LGHD�RI�ZKDW�LW�PHDQV�WR�EH�D�FXVWRPHU��3XUVXLQJ�D�UHVHDUFK�SURMHFW�LQ�WZR�

RU�PRUH�RUJDQL]DWLRQDO�VHWWLQJV�ZKHUH�WKH�QRWLRQ�RI�WKH�FOLHQW�RU�FXVWRPHU�LV�FKDQJLQJ��

VXFK�DV�KHDOWK�FDUH�RU�HGXFDWLRQ��ZRXOG�EH�LGHDO��4XHVWLRQV�FRXOG�EH�SRVHG�WR�SK\VLFLDQV�

DQG�SDWLHQWV��DQG�HGXFDWRUV�DQG�VWXGHQWV�DERXW�WKH�QDWXUH�RI�WKHLU�UHODWLRQVKLSV��DV�ZHOO�DV�

WKH�SUHFRQFHSWLRQV��H[SHFWDWLRQV��DQG�LQIOXHQFH�WKDW�HDFK�VLGH�EULQJV���+HUH�D�PL[HG�

PHWKRGRORJLFDO�DSSURDFK�XVLQJ�VXUYH\V��IRU�H[DPSOH��WR�JDLQ�D�ZLGHU�SHUVSHFWLYH�RI�KRZ�

LGHDV�RI�SDWLHQWV�DQG�VWXGHQWV�DUH�FKDQJLQJ��DQG�TXDOLWDWLYH�LQWHUYLHZV�WR�EXLOG�DQ�DQDO\VLV�

RI�WKH�LPSOLFDWLRQV�RI�FKDQJH�IRU�WKHVH�ZRUNHUV��ZRXOG�FRQWULEXWH�VXEVWDQWLDOO\�WR�RXU�

XQGHUVWDQGLQJ�RI�WKH�UROH�RI�WKH�FXVWRPHU�DFURVV�VRFLHW\�PRUH�JHQHUDOO\��%\�VHDUFKLQJ�RXW�

DQG�VWXG\LQJ�WKH�FKDQJLQJ�SRZHU�WKDW�FXVWRPHUV�FDUU\��ZH�FDQ�EHWWHU�XQGHUVWDQG�KRZ�

SRZHU�DQG�LQHTXDOLW\�RSHUDWH�DQG�DUH�UHSURGXFHG�LQ�WKH�VHUYLFH�HFRQRP\��DQG�FDQ�ZRUN�WR�
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